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CHAPTER I. GENERAL INFORMATION 

1. The société anonyme under the name "AEGEAN BALTIC BANK S.A." and the distinctive title "A.B. BANK S.A.", 

having its registered seat in Marousi, Attica, at 91 Megalou Alexandrou and 25th Martiou Street, Tax Identification 

Number 099937684, Attica Tax Office for Commercial Companies (KEFODE), registered in the General Commercial 

Registry under number 004918201000, which has been granted a credit institution licence by the Bank of Greece 

(hereinafter the "Bank") provides banking and other financial services.  

2. These General Terms and Conditions of the Bank (hereinafter the "GTC") set out the general framework for 

cooperation with its customers. Each individual transaction between the Bank and its customers may be governed by 

specific terms, which supplement these GTC and, in the event of any conflict, shall prevail as more specific.   

3. The customer shall be informed of the GTC before the commencement of their transactional relationship with the 

Bank by any appropriate means, including electronic means. The commencement of the transactional relationship, 

following customer’s notification, implies acceptance of the GTC by the customer, without any further action being 

required. In any case, the Bank reserves the right to request a written or electronic statement of acceptance of the 

GTC at any time. 

4. The GTC cover all legal relationships between the Bank and its customers. The GTC are permanently available on 

the Bank's website. Upon request, the customer may obtain a copy of the GTC at any time.  

 

CHAPTER II. PROCESSING OF PERSONAL DATA 

1. For the purposes of conducting its business activities, the Bank processes personal data of its customers and/or in 

general of persons transacting with it, in accordance with applicable national legislation and European Regulation (EU) 

2016/679 on the protection of natural persons with regard to the processing of personal data and on the free 

movement of such data (General Data Protection Regulation, hereinafter "GDPR"), as applicable.  

2. The categories of personal data processed by the Bank, the sources of data, the purposes of the processing, the 

legal bases for the processing, the recipients of the personal data, the customer's rights and the manner of exercising 

such rights under the GDPR are described in detail in the "Privacy Notice - Information on Personal Data Processing " 

form, which is delivered to the customer by any appropriate means (including electronic means) at the 

commencement of the transactional relationship and, in any case, is permanently posted on the Bank's website. 

3. With regard to access to and use of the Bank's e-Banking system,  the Bank maintains a separate form entitled 

"Privacy Notice - Information on the processing of personal data in the context of e-Banking", which is disclosed to the 

customer upon their first entry into the System and, in any case, is permanently posted on the System. 

 

CHAPTER III. CUSTOMER LEGALISATION/IDENTIFICATION 

1. Before entering into a business relationship with a customer, the Bank identifies and certifies/verifies the 

customer's details and assesses their financial and transactional profile in accordance with the "Know Your Customer" 

(KYC) principle. In this context, the Bank is entitled to request, and the prospective customer is obliged to provide, 

information and documents which, in the Bank's opinion, are required for the conduct of the relevant due diligence. 

If the potential customer is a legal entity, the Bank is entitled to request and the prospective customer is obliged to 

provide information and documents which, in the Bank's opinion, evidence the lawful incorporation, operation and 

representation of the legal entity, the details of its representatives and beneficial owners, and  details regarding its 

shareholding and ownership structure. For certain transactions or services and/or certain types of legal entities, 

additional supporting documentation may be requested. 

2. The Bank is entitled to request, and the customer is obliged to provide, any other document, information and/or 

data required for the Bank’s compliance with the applicable legal and regulatory framework and/or European 

regulations and guidelines of European supervisory authorities and/or the framework of international sanctions, 

including the framework on anti-money laundering and counter-terrorist financing, the framework for international 

tax compliance and the automatic exchange of financial account information (Common Reporting Standards-CRS and 
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Foreign Account Tax Compliance Act – FATCA) and the mandatory disclosure of reportable cross-border arrangements 

(DAC6). 

3. The Bank is entitled to request and the customer is obliged to submit, at regular intervals, as determined by the 

Bank at its sole discretion, updated documents relating to the above information.  

4. In any case, the customer undertakes to notify promptly, duly and in writing, any change in the above information 

and submit the necessary supporting documents. The Bank shall record such changes when and insofar as it is satisfied 

that they are adequately documented by the submitted documents and in accordance with its internal procedures. 

5. The Bank reserves the right to refuse to enter into or continue a transactional relationship with a customer or to 

execute specific transactions in cases where a) the customer or the relevant counterparty fails to submit the 

documents, data and/or information requested in accordance with the above provisions, or b) the entering into or the 

continuation of the transactional relationship with the customer, the execution of transactions and, in general, the 

provision of its services would result in the Bank's non-compliance with its obligations under the applicable legal and 

regulatory framework or European regulations and guidelines of European supervisory authorities and/or the 

framework of international sanctions. In any case, the Bank reserves the right to terminate the contractual relationship 

as provided for in CHAPTER XIV. TERMINATION OF THE TRANSACTIONAL RELATIONSHIP .   

6. The customer may authorise third parties to represent them and sign on their behalf in respect of transactions with 

the Bank, unless otherwise provided for in these GTC or in terms and conditions governing specific transactions, or if 

the Bank does not permit execution of transactions through a representative for security reasons or due to their 

personal nature. In cases of representation of the customer by a third party, the customer shall provide the documents 

required, at the Bank's discretion, to evidence the representative's capacity and powers. Authorisation granted by 

notarial power of attorney shall be deemed valid unless the Bank has been notified in writing of any amendment, 

revocation or termination of its validity. Such an explicit statement is required even in cases where the change, 

revocation or other termination of the power of attorney is evident from other information. In any case, the Customer 

bears the burden of proving that the above statement has been received by the Bank. 

7. The Bank shall not be liable for any damage suffered by the customer or a third party as a result of the breach of 

the above obligations of the customer, and in particular in the event of failure to submit – or failure to submit in a 

timely manner - the requested documents and information or failure to notify - or failure to notify in a timely manner 

- of any changes in their details or in the event of non-execution - or delay in execution - of a transaction due to specific 

due diligence carried out either by the Bank or by a correspondent bank in compliance with their internal policies and 

the obligations arising from the applicable legal and regulatory framework. 

8. In the event of the death of a depositor, the deceased's heirs cannot substitute themselves for the depositor vis-à-

vis the Bank and cannot invoke their inheritance rights against the Bank, as doing so would alter the identity of the 

depositor without the Bank's consent. To exercise their inheritance rights, the heirs must submit to the Bank the 

documents which, in the Bank’s opinion, are required to establish their status as legitimate heirs. The Bank is entitled 

to require the presentation of a certificate of inheritance to better secure the inherited property and protect the heirs 

and itself. Similar obligations arise where a legal entity enters into insolvency (e.g. bankruptcy, liquidation, etc.). 

9. If the documents submitted by the customer to the Bank under this Chapter are drafted in a foreign language, they 

must be accompanied by an official translation into Greek or, if translation into Greek is not feasible, into English. In 

addition, the authenticity of documents issued by foreign authorities must be ensured by the necessary certification 

thereof, unless the Bank is able, at its discretion, to confirm their authenticity by other means. 

10.If the customer is a foreign legal entity and/or if legal issues arise involving foreign elements, the Bank is entitled, 

at the customer's expense, to seek the opinion of a competent person. 

 

CHAPTER IV. DEPOSITS 

1. General 

1.1. Subject to the provisions of Chapter III of these General Terms and Conditions the customer may open and 

maintain a deposit account with the Bank, upon request and completion of the Bank's applicable forms. The final 

decision whether to open a deposit account rest with the Bank at its discretion. Throughout the transactional 
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relationship with the customer, the Bank shall be deemed irrevocably and unconditionally authorised to credit 

amounts originating from cash deposits, money transfers, collection of cheques or other securities or other sources, 

at the instruction of the customer or a third party, to the account held by the customer with the Bank. Crediting of 

funds to the customer's account is subject to anti-money laundering provisions in force or other legislative or 

regulatory restrictions. The customer must, whenever requested by the Bank or required by law, inform the Bank of 

the origin and cause of the amounts credited to their account. 

1.2. Subject to the provisions of this paragraph, the customer may withdraw funds from their account, provided 

that the account balance is sufficient and there is no contractual or other legal restriction on the account. For security 

reasons, the Bank is entitled to impose restrictions on the amounts that the customer may withdraw by way of cash 

and to require reasonable notice for withdrawal of large amounts. The Bank may also set a maximum cash withdrawal 

limit, above which withdrawals shall be made exclusively by means of a banker’s cheque.  

1.3. In cases where credits or debits have been recorded in the customer's account which are not based on 

corresponding instructions from the customer but are due to an error or mistake by a Bank employee or to a 

malfunction or reduced availability of its systems, the Bank has the right to correct (with corrective entries) or cancel 

(with counter-entries) such credits or debits with subsequent entries on its own initiative.  

1.4. In the event that the account of a deceased customer (employee, pensioner or beneficiary) was credited 

after their death with amounts of salary, pension or benefit, including supplementary pension and dividends from the 

Share Fund of Civil Servants, to which they were not entitled, the Bank is obliged to return such amounts to the 

customer's payroll or pension provider by debiting the account in accordance with the specific provisions of the law. 

When the amounts credited in error have been withdrawn in whole or in part by third parties, the Bank is obliged, at 

the request of the payroll or pension agency, to disclose to it the names and addresses of the other joint beneficiaries 

of the account of the deceased employees or pensioners, as well as any information it has about the person who 

received the erroneously credited salaries or pensions. 

1.5. Where securities are transferred to the Bank for crediting to a customer's account, the account shall be 

credited only when such securities are redeemed, in the net amount after deduction of Bank expenses and other 

charges in accordance with the Bank's current Price List of Commissions and Charges. Credits to third-party accounts 

upon the customer's request are executed by the Bank under the customer's exclusive responsibility with regard to 

the underlying legal relationship between the customer and the beneficiaries and any resulting consequences. 

1.6. In the event of the death or declaration of absence of the customer, the balance of the account shall be 

paid to his legal heirs, as specifically provided for in paragraph 8 of Chapter III hereof, and the account shall be closed. 

1.7. The customer irrevocably authorises the Bank to debit any account they maintain with the Bank with any 

overdue amount owed by them to the Bank for any reason whatsoever. 

1.8. The Bank may impose restrictions on the movement of the customer's account for reasons of transactional 

security (for example, in the case of an inactive account, see paragraph 3.1 below) or for the customer’s or the Bank’s 

protection or for reasons of public interest (e.g. in the case of fraud prevention audits). 

1.9. The customer's account may also be frozen:  

a)  in  execution  of  acts,  decisions,  orders,  provisions,  etc.  of administrative (e.g. of the Independent Authority for 

Public Revenue, the Anti-Money Laundering Authority), prosecutorial or judicial authorities; 

b) in the event of seizure of the account claim by a third party in the Bank’s hands; 

c) in the event of a pledge of the account claim or other security agreement, provided that the Bank has been 

previously notified of the relevant contract and in compliance with the legal requirements; and   

d) upon request by a person authorised under applicable law (e.g. Law 4537/2018). 

In all such cases, the Bank's right of set-off remains unaffected, regardless of the maturity date of its claim. 

2. Joint Account 

2.1 A deposit into an account opened/maintained in the name of two or more persons is considered a deposit 

into a joint account, governed by Law 5638/1932, as applicable. Each of the joint account holders may make full or 

partial use of the deposit without the cooperation or consent of the other joint account holders and without 

quantitative restrictions. Any event affecting one of the beneficiaries of the joint account shall automatically apply to 
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the others. Consequently, any action, act or statement by the Bank relating to the joint account to any of its joint 

account holders and, conversely, any action, act or statement by any joint account holder relating to the joint account 

to the Bank shall also apply to the other joint account holders. The same applies in the event of an order to close the 

account by any joint account  holder, which (order) shall apply to the others and shall be binding on the Bank, unless 

the account in question is linked to a Bank product in the name of a joint account holder other than the person 

requesting the closure, in which case the consent of that person is also required. Exceptionally, the cooperation of all 

joint account holders is required for the addition of a new joint account holder, as well as for the creation of a pledge 

and the fiduciary assignment of the claim from a joint account. 

2.2 Periodic information regarding the joint account is sent to the account holder who is designated in the joint 

account opening application as the first joint account holder of the account. If an electronic transaction is executed 

from the joint account, the transaction document is sent to the e-mail address provided by each joint account holder 

for the transmission of transaction documents.  

2.3 In the event of the death of any of the joint account holders, the Joint Account continues to be held in their 

name or in the name of the other surviving joint account holders and the deposit amount is automatically transferred 

to the other joint account holders, up to the last of them. In the event that one of the joint account holders is placed 

under judicial guardianship or declared bankrupt, the joint account agreement shall continue to apply to all joint 

account holders, subject to the provisions of law regarding representation of that joint account holder. 

2.4 The Bank has the right to offset any claim it has from an overdue debt against any of the joint account holders 

against the total balance of the joint deposit account. 

2.5 The opening of a joint undivided account requires a special agreement between the joint account holders 

and the Bank and shall be governed by the terms thereof. In any case, the acceptance or rejection of the opening of a 

joint undivided account is at the sole discretion of the Bank. Deposits into and withdrawals from a joint undivided 

account can only be made with the consent of all joint account holders. In any case of doubt as to the type of joint 

account and in the absence of a written agreement to the contrary between the joint account holders and the Bank, 

the joint account shall be deemed joint and several. 

3. Inactive and Dormant Accounts 

3.1 For transaction security reasons, the Bank is entitled to designate as inactive a customer account that has not 

had any actual transactions for a period of one (1) year, thereby placing restrictions on its use. Any transaction carried 

out by the customer or on their behalf by any means, including through the e-Banking system and the use of their 

card, is considered an actual transaction. Crediting the account with interest, as well as the capitalsation of such 

interest, does not constitute an actual transaction. The account is activated at the customer's request and following 

verification of their identity in accordance with the applicable regulatory provisions. The customer is not notified in 

advance by letter that their account has been classified as inactive. 

3.2 In accordance with the provisions of Law 4151/2013, as in force, a deposit account is classified as dormant if 

no actual transaction has been carried out by the beneficiary depositors for a period of twenty (20) years. The day 

following the last actual transaction marks the start of the twenty-year period. After the expiry of the above period, 

the rights of depositors and their legal heirs arising from the deposit are forfeited in favour of the Greek State. The 

crediting of deposits with interest and their capitalisation do not constitute transactions interrupting the limitation 

period. The Bank shall inform the beneficiaries of the deposits regarding the limitation period of the deposit in 

accordance with the specific provisions of the above law. 

4. Account Closing 

4.1  The Customer is entitled to request the Bank, at any time, to close any deposit account held with the Bank, 

by submitting a relevant written request. Account closure is not permitted if the account is linked to Bank products 

and services (e.g. letters of guarantee, cheques, transfer orders, loan instalment payments) or if restrictions or 

prohibitions on its use have been imposed by competent public, independent or judicial authorities, or if it is 

encumbered with rights of the Bank or third parties, such as, indicatively, a pledge or seizure in the hands of the Bank 

etc. If the deposit account is linked to a Bank debit card or the Bank's e-Banking system, the order to close the account 

in question shall automatically entail the cancellation of the debit card and access to the E-Banking System for that 
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account. After the deposit account has been closed as described above, it ceases to exist and any further transactions 

on it are excluded.  

4.2  The Bank is entitled to close a customer's deposit account by giving him written notice, which shall take legal 

effect sixty (60) days after notification to him, unless there is a material cause for the immediate closure of the account 

in question. Material cause for the immediate closure of the account includes, but is not limited to, the Customer's 

violation of provisions of the legal framework, including the framework for combating money laundering, or if 

maintaining the transactional relationship would result in the Bank's non-compliance with its obligations under this 

framework, or a breach of its contractual obligations to the Bank.  

5. Term deposit 

5.1  The term deposit is intended for customers, natural or legal persons, domestic or foreign, who hold an 

individual or joint deposit account with the Bank. A term deposit guarantees a fixed deposit interest rate on the 

amount deposited, except in cases where the deposit interest rate increases or decreases depending on the duration 

of the term deposit (hereinafter the "Principal"). The term deposit is linked to a specific deposit account of the 

customer (hereinafter the "Linked Account"), which is debited with the Principal on the date of commencement of 

the term deposit and credited with the Principal and interest (less taxes) on the date of maturity. The currency of the 

term deposit is the same as the currency of the Linked Account. 

5.2  The duration of the term deposit is selected by the customer within the time limits set by the Bank, as 

applicable on the date of submission of the request for a term deposit and communicated to the customer by the 

Bank. The durationof the term deposit takes into account the actual days of the term deposit from the start date to 

the maturity date. 

5.3  The interest rate on the term deposit is agreed between the Bank and the customer before the start date of 

the term deposit and is determined according to the Principal and the duration of the term deposit. The interest rate 

remains fixed throughout the term of the term deposit, except in cases where the deposit interest rate increases or 

decreases depending on the duration of the term deposit. The interest on the term deposit is credited to the 

customer's Linked Account on the maturity date. If the maturity date falls on a non-business day, the interest is paid 

on the next business day. Interest on term deposits is calculated as follows: P (Principal) * D (Duration) * I (Interest 

Rate) / based on a 360-day year (for all currencies) or a 365-day year (for British pounds). Interest on term deposits is 

subject to withholding tax in favour of the Greek State, as determined by the applicable tax legislation. 

5.4  The customer has the right to full and partial early withdrawal of the Principal, upon request, subject to 

payment of the Early Repayment Cost. The Early Capital Repayment Cost varies depending on the type of term deposit 

selected by the Customer and is specified in the relevant pre-contractual information form. 

5.5  The specific characteristics of the various types of term deposits, including any minimum Capital limit, are 

described in the relevant pre-contractual information documents. 

6. Deposit Guarantee  

6.1 Cash deposits are protected, under certain conditions, by the Deposit and Investment Guarantee Fund (TEKE), 

of which the Bank is a member. All deposits are eligible for TEKE protection, except those specifically mentioned in 

Article 8 of Law 4370/2016, as in force. The maximum coverage limit for a customer's eligible deposits with the Bank 

is one hundred thousand (100,000) euros. This limit applies to all eligible deposits held by the customer at the Bank, 

regardless of the number of deposits, the currency and the place of deposit. In the case of a joint account, the portion 

attributable to each joint account holder is considered a separate deposit and is covered up to the maximum coverage 

limit of 100,000 euros, taking into account their other deposits with the Bank.  

6.2 No compensation shall be paid by TEKE if no transaction relating to the deposit has taken place in the last 

twenty-four (24) months and the value of the deposit is less than the administrative cost that the payment of such 

compensation would incur for TEKE.  A transaction is considered to be any actual transaction by a beneficiary depositor 

or a third party on the instructions of any beneficiary. The crediting of deposits with interest and their capitalisation 

do not constitute a transaction.  

6.3 More detailed information regarding the protection of deposits by TEKE, as well as the exceptions for certain 

categories of deposits, is provided to the customer through a relevant information leaflet, which is available on the 
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Bank's official website or relevant information can be found on the TEKE’s website (www.teke.gr). 

7. Exchange of financial information – CRS/FATCA/DAC6 

7.1 Law 4170/2013, as amended and in force, on administrative cooperation in the field of taxation lays down 

the rules and procedures under which financial institutions operating in Greece are required to collect and 

communicate to the competent authority of the General Secretariat of Public Revenue of the Ministry of Finance 

specific information relating to their customers who are tax residents of another Member State of the European 

Union. Furthermore, Law 4428/2016 ratified the Multilateral Competent Authority Agreement on Automatic Exchange 

of Financial Account Information of the Organisation for Economic Co-operation and Development (OECD and 

incorporated into Greek law the OECD Common Reporting Standard (hereinafter "CRS") on the rules for reporting and 

due diligence with regard to information on the financial accounts of tax residents of the other participating 

jurisdictions, both between EU Member States and with OECD countries. 

7.2 Similarly, with regard to the US, Law 4493/2017 applies, which ratified the Memorandum of Understanding 

and Agreement between the Government of the Hellenic Republic and the Government of the United States of 

America to improve international tax compliance and implement the Foreign Account Tax Compliance Act (FATCA) 

designed by the US tax authorities (Internal Revenue Service or IRS), more widely known as the "FATCA" law. The 

purpose of FATCA is to identify individuals and legal entities that are liable for tax in the US due to their nationality, 

residence or other criteria and that hold funds in accounts with financial institutions outside the US, and to collect and 

report information about these persons and their accounts to the US tax authorities. 

7.3 In this context, at the time of customers’ account opening, the Bank collects the data and information 

necessary to determine whether the above laws apply. 

7.4  If the customer - account holder is a tax resident in a "Participating Jurisdiction" for the purposes of the CRS, 

the Bank may be required to provide specific information about the customer and their financial accounts to the Greek 

tax authorities, which may subsequently exchange this information with tax authorities in other jurisdictions. 

"Participating Jurisdiction" vis-à-vis Greece means a) any other EU Member State, b) any other jurisdiction i) with 

which Greece has entered into an agreement under which that jurisdiction will provide the information specified in 

Section I of Annex I to Law 4170/2013, as amended and in force, and (ii) which is included in a list published by Greece 

and notified to the European Commission, c) any other jurisdiction i) with which the Union has concluded an 

agreement under which that jurisdiction will provide the information specified in Section I of the above law, and ii) 

which is included in a list published by the European Commission.  

7.5 If the customer - account holder is a US citizen or resident, the Bank may be required to provide certain 

information about the customer and their financial accounts to the Greek tax authorities, which may subsequently 

exchange this information with the US tax authorities. 

7.6 In addition, Law 4714/2020, amending Law 4170/2013 and incorporating into Greek law EU Directive 

2018/822 (known as DAC6), provides for the obligation to submit information on certain potentially aggressive tax 

arrangements which, based on specific characteristics and elements set out in the above law (the so-called 

"hallmarks"), provide strong indications of tax avoidance and tax evasion ("reportable cross-border arrangements"). 

In accordance with this framework and under the conditions set out therein, the Bank, in its capacity as an 

intermediary, is required to submit specific information on reportable cross-border arrangements that have come to 

its knowledge, in its possession or control to the competent domestic authority, which will subsequently communicate 

this information through automatic exchange to the competent authorities of the other Member States of the 

European Union. 

 

CHAPTER V. CHEQUES 

1. Upon the customer’s request, the Bank may provide them with a cheque book, allowing them to dispose of the 

funds in their account(s) by issuing cheques. Upon receipt of the cheque book, it is presumed – subject to proof to the 

contrary—that the customer has checked its completeness. The Bank reserves the right to refuse, for transaction 

security purposes or other important reasons, to deliver a cheque book or otherwise request its return in order to 

cancel it.  In the latter case, the customer is obliged to immediately refrain from issuing new cheques and to return 

http://www.teke.gr/
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the cheque book with its unused cheques to the Bank, at their own responsibility.  Upon termination or any other 

form of dissolution of the transactional relationship between the customer and the Bank, the customer is obliged to 

return to the Bank the unused cheques from the cheque book that had been issued to him. If the unused cheques are 

not returned within the deadline set by the Bank, the Bank has the right to cancel the unused cheques without further 

notice to the customer. 

2. Cheques are payable by law upon presentation. The same applies to any post-dated cheques. The Bank reserves 

the right to refuse to honour a cheque in the following indicative cases: 

(a) the cheque does not originate from a cheque book issued by the Bank; 

(b) the issuer's signature does not match the specimen signature held by the Bank;  

(c) there are insufficient funds in the customer's account on which it is drawn; 

(d) it does not bear the main elements required by law for its validity or, upon presentation by the last 

endorser, the latter does not substantiate his right to an unbroken series of endorsements; 

(e) the Bank has received a court order not to change the legal or actual status of the cheque or not to pay it 

in general, and  

f) for any other material reason.  

3. Subject to the above and provided that the Bank has not received a written revocation of the cheque payment 

order, the Bank may pay the cheques even after the expiry of their validity/presentation period. Any revocation order 

within their validity/presentation period does not oblige the Bank not to pay the cheques. 

4. If the customer's available funds are insufficient to pay a cheque, the Bank is not obliged to make a partial payment. 

If the available funds in the customer's account on which the cheque is drawn are insufficient to pay multiple cheques 

presented for payment on the same day, the Bank has the right to pay, at its discretion, any of the cheques presented, 

regardless of their date of issue or order of presentation, or to execute the order. The same applies where, on the 

same day a cheque is presented for payment, the customer has issued an instruction for debiting the same account. 

In the event that the Bank, for any reason - including negligence - pays cheques drawn on an account with insufficient 

available funds, the customer immediately and upon first demand pay to the Bank the amount of these cheques with 

interest from the date of payment. 

5. In the event of non-payment of the cheque, either due to insufficient funds or for any other legal reason, the Bank 

shall certify this fact on the cheque or on another document accompanying the cheque. In addition, depending on the 

case, the Bank shall report the issuer's details to the relevant interbank financial conduct file. 

6. The customer must keep the cheque book and its cheque leaves in a safe place, prevent unauthorised persons 

from gaining possession of them and immediately notify the Bank in the event of theft or loss of the cheque book or 

any of its cheque leaves. Subject to the provisions of the law, the customer is solely responsible for any damage 

suffered by himself, the Bank, or a third party from the payment or non-payment of cheques that have been lost, 

stolen, misappropriated, forged or altered in any way. 

7. In the event of a cheque being presented for payment at another bank, payment is normally made in accordance 

with the rules of the interbank electronic cheque clearing system, i.e. without the cheque itself being transferred. 

Consequently, the customer acknowledges that the Bank is unable, in this case, for objective reasons, to check the 

cheque itself, the issuer's signature, its authenticity or any other formal element of its validity and circulation, and 

accepts any relevant payment as valid. 

 

CHAPTER VI. DEBIT CARD TERMS AND CONDITIONS 

1. The card – Issuance – Safekeeping 

1.1  The submission and subsequent acceptance by the Bank of a customer's application for the issuance of a 

debit card (hereinafter the "Card") shall establish a card issuance agreement governed by the terms and conditions of 

this Chapter (hereinafter the "Card Issuance Agreement"), which the customer fully and unconditionally accepts by 

signing the relevant application.  If the customer is a legal entity, the Bank issues a corporate card in the name of the 

customer - legal entity and the customer is obliged to deliver it to the natural person authorised by the customer to 

use this corporate Card (hereinafter as the "Holder"). In this case, the application for a corporate card is signed by 
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both the customer and the Holder, who is also deemed to have unconditionally accepted the terms of this Chapter.  

1.2  The Card functions both as an automated transaction card and a debit card and allows the customer or the 

Holder to: a) Transactions 24 hours a day, every day of the year, through the network of automated transaction 

machines (ATMs) in Greece and abroad, b) Purchases of goods or services at businesses displaying the VISA logo that 

have EFT/POS machines, both domestically and abroad, c) Remote transactions, via the internet or by 

telephone/postal order, at businesses displaying the VISA logo and accepting the Card as a means of payment, d) 

Contactless transactions, as described in Article 6.4 below, at businesses that have special devices for accepting such 

transactions (Contactless EFT/POS), e) standing or non-standing orders for the payment of periodic or individual 

obligations.  Upon first issuance and upon replacement or renewal, the Card is sent deactivated by ordinary mail to 

the address stated in the customer's or holder's application or by any other appropriate means (e.g. courier service, 

receipt from a branch) and is activated by the customer or the Holder by telephone on 210 6244955 during business 

days and hours. If the customer or the Holder does not activate their Card within six (6) months of its issue, the Bank 

may cancel the Card.  

1.3  The Card, on which the customer's name is printed, belongs to and remains the property of the Bank. If the 

customer is a legal entity, both the customer's name or distinctive title and the Holder's details are printed on the 

Card. The customer or the Holder acquires the right to use the Card in accordance with the terms of ownership and 

use, as applicable. The transfer of the Card, as well as any form of assignment of the right of ownership and use to any 

third party, is strictly prohibited.  

1.4  The customer or the Holder, knowing that the card is essentially equivalent to money, is obliged to keep it in 

a safe place, maintain it in good condition for its smooth operation and use it in accordance with the terms governing 

its issue and use.  

2. Personal Identification Number (PIN) 

2.1   The Bank provides the customer or the Holder, in a secure manner, with a Personal Identification Number 

(hereinafter referred to as "PIN"), which is equivalent to their signature. The PIN is generated electronically under 

strictly controlled security conditions that render its reproduction impossible and is communicated to the customer 

or the Holder in one of the ways described in the card delivery form. The PIN is used only in conjunction with the Card 

to which it corresponds.  

2.2   The customer or the Holder may replace it at any time with another of their choice at any ATM of the DIASNET 

interbank network in Greece, following the instructions displayed on the ATM screen. This number is strictly personal 

and the customer or Holder is obliged to memorise it, not to write it down—even in disguised form—on their card or 

any other document, cover the ATM or EFT/POS keypad when using the Card, and ensure that it is not disclosed to 

any third party. Keeping the PIN in any readable form constitutes gross negligence on the part of the Holder.  

3. Linking the Card to a Deposit Account / Transaction Limits 

3.1. Use of the Card requires its connection to one or more deposit accounts of the customer maintained with 

the Bank as sole or joint account holder. In case more than one account is linked to the Card, one of these accounts is 

designated, upon application for the issue of a debit Card, as the primary account, to which cash withdrawals at ATMs 

of other Greek or foreign banks cooperating with DIAS or bearing the relevant Scheme’s logo, as well as EFT/POS 

transactions bearing the Scheme’s logo, shall be charged.  

3.2. The Card may only be used if the account linked to it has not been suspended or prohibited for any reason 

and if there is a sufficient available balance (actual or following written authorisation by the Bank to create a debit 

balance) in the above-mentioned linked account(s) to cover the amount of the transaction and any anticipated 

charges/fees/expenses and, in any case, for amounts not exceeding the daily withdrawal/purchase limits, as approved 

by the Bank. The Daily Transaction Limit applies cumulatively to all customer's accounts linked to the Card. Unused 

daily limits do not roll over. The Daily Transaction Limit has been set for the security of the customer and their 

transactions and the Bank is entitled to modify it (increase, decrease, reset to zero) for security reasons and/or due to 

the customer's or the Holder's non-contractual behaviour, notifying the customer and/or the Holder of its decision by 

letter, or, in the case of a general security measure, via its website.  

3.3. The customer may request at any time a change in their Daily Transaction Limit from the Bank, which shall 
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decide on the matter at its discretion.  

4. Domestic ATM Transactions 

4.1  The customer or the Holder may, through the network of automated teller machines (ATMs), use their Card 

in combination with their PIN to carry out transactions from the deposit account referred to in Article 3.1. such as cash 

withdrawals within the limits specified from time to time, balance enquiries, and any other transaction under the 

terms and conditions announced by the Bank from time to time. 

4.2  Withdrawal: The daily withdrawal limit during a 24-hour period may not exceed the amount notified by the 

Bank to the customer or the Holder, cumulatively for all accounts linked to the Card. Cash withdrawals can only be 

made in whole multiples of the euro. Cash withdrawals, balance enquiries and interbank transaction costs via the ATM 

network are charged in accordance with the Bank's current Price List of Commissions and Charges. The applicable fees 

are listed in the Bank's Price List of Commissions and Charges, which is always available at the Bank's branches and on 

the Bank's website. 

4.3  Deposit: The customer or Holder may not deposit cash in banknotes and cheques into an account linked to 

the Card through ATMs.  

4.4  The details of each Card transaction at ATMs are recorded and stored in the Bank's computer system and are 

shown on the receipts issued by the ATMs, which constitute full proof of these transactions, subject to counter-

evidence. With regard to the details documenting the authenticity and execution of payment transactions by the 

customer or the Holder, the provisions ofCHAPTER VIII. TERMS AND CONDITIONS FOR THE PROVISION OF 

PAYMENT SERVICES of these terms and conditions shall apply.  

4.5  The Bank may suspend the use of the Card in accordance with the provisions of Article 11 hereof.  

4.6  The customer or the Holder, for reasons of protection and security of the contracting parties and transactions, 

gives his consent to the video recording of his transactions at other Banks' ATMs, as well as to the recording of his 

telephone conversations with the Bank in cases of reported theft or loss of the Card or his PIN, in accordance with the 

specific provisions of Chapter XV of these terms and conditions.  

5. Transactions at ATMs abroad:  

5.1  The customer or the Holder may withdraw cash from the customer's primary account abroad through ATMs 

bearing the international VISA logo, in accordance with the terms, conditions and any charges arising from the Bank's 

current Price List of Commissions and Charges and any decisions of the competent Authorities. The withdrawal is 

subject to the applicable interbank transaction cost. The applicable fees are listed in the Bank's Price List of 

Commissions and Charges, which is always available at the Bank's branches and on the Bank's website. 

5.2  In the case of a foreign currency transaction, the transaction amount is blocked at the time of the transaction 

and is released in whole or in part when the transaction is cleared and debited to the customer's account. The 

equivalent amount in euros for debiting the account is calculated based on the price set by VISA International on the 

date and time of processing and clearing the transaction. For these transactions, the conversion is made at the price 

set by the respective Organisation on the day of processing by the latter. Information on the above exchange rates 

and charges is made available to the customer or the Holder by the Bank's Branches or the Bank's customer service 

support line, upon submission of a relevant request. The customer or the Holder may also be informed about the 

reference exchange rates at the respective website of each Organisation 

(www.visaeurope.com/en/cardholders/exchange_rates.aspx). It should be noted that the exchange rate applied at 

the time of processing and clearing the transaction may differ from that applicable on the day and time of execution 

of the transaction.  

6. Transactions in Businesses 

6.1  The customer or Holder is entitled to use the Card as a means of payment either domestically, through the 

customer's primary account (or another linked account, provided that it is functionally supported by the specific 

EFT/POS), or abroad through their primary account, in their lawful transactions with businesses that display the VISA 

logo and accept it as a means of payment (businesses), subject to the proof of their identity by any legal means, if so 

requested.  

6.2  The transaction is carried out: a) at businesses with physical points of sale, subject to Article 6.4. below for 
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contactless transactions, by entering the PIN on EFT/POS machines, b) at special terminals that require the Card to be 

inserted by the Holder (e.g. vending machines), by inserting the Card into the terminal, c) via the internet or following 

a telephone/postal order, by entering or providing the following Card details as requested in each case: i. Card number, 

ii. Card expiry date, iii. Holder's full name, iv. three-digit verification code (CVV2), v. Any other information required 

or that may be required under the security protocols applied by the international organisation VISA, d) in the case of 

a standing payment order, upon written authorisation of the customer or the Holder to the beneficiary. The 

transaction is completed if and to the extent that there is a sufficient balance in the account at least equal to the 

amount of the transaction. By typing or signing or inserting the Card or providing details or giving an order as above, 

the customer or the Holder irrevocably authorises the Bank to pay on their behalf and for their account the amount 

of the legal transactions carried out as above with the businesses with which they transacted. For each transaction at 

EFT/POS, a written confirmation of the customer's or Holder's orders is issued. With regard to the evidence 

documenting the authenticity and execution of payment transactions by the customer or the Holder, the provisions 

ofCHAPTER VIII. TERMS AND CONDITIONS FOR THE PROVISION OF PAYMENT SERVICES of these terms and 

conditions shall apply.  

6.3  For transactions involving the purchase of goods or the provision of services on the internet, the customer or 

the Holder is obliged to comply with the security rules, as communicated to them by the Bank, either through its 

website (www.aegeanbalticbank.com), or by letter, or as communicated to them by the relevant businesses on their 

website. Furthermore, for online card transactions with businesses certified by the Visa Secure service, and provided 

that these are not included in the exceptions for strong customer authentication, the Bank offers the ABBank debit 

cardholder certification service with VISA SECURE, the terms of which are included as ANNEX I to these terms and 

conditions and form an integral part thereof. This service offers an additional level of security for the customer or the 

Holder, achieving strong customer or Holder authentication within the meaning of law 4537/2018 transposing into 

Greek law Directive 2015/2366/EU of the European Parliament and of the Council of 25 November 2015 on payment 

services in the internal market and the Framework Agreement on Payment Services. 

6.4  The customer or Holder may use the contactless transaction feature provided by the Card to pay for legal 

transactions of any amount. A contactless transaction is executed when the customer or Cardholder presents the Card 

to a special payment terminal (Contactless EFT/POS) until the system recognises the Card and processes the 

transaction. If the amount of the contactless transaction exceeds the amount notified to the customer or the Holder 

when applying for the Card (hereinafter the "Contactless Transaction Limit without PIN"), the customer or Cardholder 

is required to enter their PIN. By making contactless transactions within the Contactless Transaction Limit without PIN, 

the customer or the Holder approves and accepts, without entering their PIN, the transaction carried out as described 

above and irrevocably authorises the Bank to charge the Card with the nominal value of the specific transaction and 

to pay the merchant on their behalf the amount of the receipt issued by the payment terminal available to the 

merchant. For other contactless transactions above the Contactless Transaction Limit without PIN, the provisions of 

Article 6.2.a above apply. The Card may also be used to execute contactless transactions abroad. In such cases, the 

Contactless Transaction Limit without PIN is set at a different amount from that notified to the customer or the Holder 

when the Card application was submitted or in the Card delivery letter, depending on the country in which the 

customer or Cardholder is making the transaction. The customer or Cardholder must ensure that they are informed 

of the applicable Contactless Transaction Limit without PIN in the country where they intend to make a transaction 

before doing so. At all businesses that have special payment terminals (Contactless EFT/POS), the customer or 

Cardholder may choose to use the Card in the same way as in other businesses, i.e. by inserting it into the EFT/POS 

and entering the PIN . 

6.5  The customer's account is debited on the transaction settlement date, which either coincides with or is 

subsequent to the transaction date.  

6.6  If the customer or the Holder uses their Card to make a foreign currency transaction, this is subject to charges 

as specifically provided for in paragraph 5.2 above. The applicable fees are listed in the Bank's Price List of Commissions 

and Charges, which is permanently posted on the Bank's website (www.aegeanbalticbank.com) and is available at the 

Bank's branches. 

http://www.aegeanbalticbank.com/
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6.7  The Card is a means of payment for the price of a legal transaction, the terms of which the customer or Holder 

has agreed to in advance and independently of Card use. The Bank is not necessarily contractually bound to the 

businesses for the purposes of this agreement and in any case is not exclusively bound by such businesses and assumes 

no obligation to the customer or the Holder for any failure to fulfil or inaccurate fulfilment of the businesses' 

obligations to the customer or the Holder, or for any contractual or non-contractual damage; therefore, the customer 

or the Holder is not entitled to raise any relevant objection or claim against the Bank, unless the law or the provisions 

of CHAPTER VIII. TERMS AND CONDITIONS FOR THE PROVISION OF PAYMENT SERVICES of these terms and 

conditions provide otherwise. If the business issues a credit note in favour of the customer or the Holder for any 

reason, the Bank shall credit the customer's account with the equivalent amount only when the above note is 

presented to the Bank.  

7. Charges 

 The customer irrevocably authorises the Bank to debit, without prior notice, the primary account of each Card with 

the charges and transaction fees applicable to the Card at any given time, as set out in the Bank's Price List of 

Commissions and Charges, which is available at all Bank branches and on the Bank's official website. The Bank reserves 

the right, taking into account market and competition conditions, as well as in the event of an adjustment of the 

charges of international card organisations, to supplement or modify the charges, informing the customer accordingly, 

as specified in Chapter IX of these terms and conditions.  

8. Notification 

The customer or Holder is informed of their transactions through the receipts issued by ATMs and EFT/POS terminals, 

as applicable, as well as from the account(s) to which the card is linked through the account statement as specifically 

set out in Chapter X (Periodic Notification – Evidential Value) of these terms and conditions.  

9. Validity – Renewal 

Each Card has a limited period of validity, until the end of the month printed on the Card. Subject to the 

customer’s/Holder’s compliance with the provisions hereof, the Bank shall renew the Card by issuing a new one upon 

expiry. The new Card is sent deactivated by regular mail to the customer's contact address. The customer or the Holder 

is obliged to notify the Bank without delay if they do not receive their new Card before the expiry of the old one. If 

the customer does not wish to renew the Card, they must notify the Bank by registered letter at least one (1) full 

month before its expiry date.  

10. Card Loss - PIN Disclosure - Obligations and Liability of the Holder 

The customer or Holder must ensure that the Card and PIN are kept safe in accordance with the provisions of Articles 

1 to 2 of this Chapter. The customer or the Holder is responsible and obliged to memorise the PIN number, to destroy 

the original document provided by the Bank containing the PIN and not to write it down in any legible form on the 

Card or on any other medium. Writing it down in any readable form constitutes gross negligence on the part of the 

Holder. Any loss or theft of the Card, disclosure of the PIN, use of the Card by an unauthorised person or unauthorised 

use of the Card must be reported to the Bank in writing without delay by any means available. In the event of 

notification by telephone, this shall be recorded on magnetic media. The Bank provides the customer or the Holder 

with a special 24-hour telephone service (+30 210 6244955) for reporting the loss, theft or unauthorised use of the 

Card or disclosure of the PIN and, upon request by the customer or the Holder, provides them with the means 

necessary to prove, within 18 months of the notification, that the notification was made. The customer shall bear no 

financial consequences for any use of the card or PIN after notification, unless they acted fraudulently. The customer's 

liability for unauthorised payment transactions up to the time of notification is governed by the specific provisions of 

Article 74 of Law 4537/2018 on payment services, as applicable. The customer and/or the Holder must provide the 

Bank with all reasonable assistance in limiting the adverse consequences of the above theft, loss or PIN disclosure. 

Upon notification by the customer or the Holder of the loss of the Card and/or PIN disclosure, the Bank shall 

immediately cancel it. If the customer wishes to be issued with a new Card, they must submit a new application to the 

Bank, paying any costs provided for in the Bank's Price List of Commissions and Charges for the replacement/reissue 

of the Card.  

11. Suspension of Card Use 
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 The Bank reserves the right to suspend the use of the Card for objectively justified reasons related to the security of 

the Card, if there is suspicion of unauthorised or fraudulent use of the Card. In such cases, the Bank shall inform the 

customer or the Holder in any manner it deems appropriate of the suspension of the Card's use and the reasons for 

the suspension, if possible before the suspension of the Card's use or immediately thereafter at the latest, unless such 

notification is contrary to objectively justified security reasons or prohibited by other relevant EU or national 

legislation. If the notification is made by telephone, it shall be recorded on magnetic media for security reasons. Once 

the reasons for the suspension no longer exist, the Bank shall either lift the suspension or replace the Card with a new 

one.  

12. Termination of Agreement – Card Cancellation 

12.1 It is expressly agreed that in the event of breach of any term of this Chapter, all of which are considered 

material, the Bank shall be entitled to terminate the Card Agreement with immediate effect and cancel the Card, 

notifying the customer or the Holder of its decision at the same time. The following are considered material terms 

(not exhaustively): if there have been any breaches of these terms and conditions for the issuance and use of the Card; 

if the customer or the Holder violates the applicable law, including the acts and decisions of the competent supervisory 

authority in relation to the use of the Card and/or the accounts linked to it; if the conditions for the initial approval of 

the Card by the Bank have changed; if the customer or the Holder submits any inaccurate statement or conceals 

information requested in the Card Application form; if there are instances of fraudulent use of the Card (for example: 

repeated and unauthorised creation of a debit balance in the customer's accounts linked to the Card and, in general, 

use of the Card in violation of rights, repeated disputes by Businesses regarding transactions made using the Card, 

etc.) as well as if the customer's accounts linked to the Card are closed for any reason. The Bank is also entitled to 

cancel the Card if the customer or the Holder has not activated the Card within a specific period of time from its 

receipt, as well as in the event that the Bank decides to replace it with another Card, for a specific reason 

communicated to the customer.  

12.2 The validity of the Card requires the existence of at least one primary account, so that if this account is 

closed or disconnected from the Card for any reason, the Bank may cancel the Card. 

12.3 Furthermore, bearing in mind that the Card Agreement is of indefinite duration, the Bank reserves the right 

to terminate it at any time by giving the Holder two (2) months' prior written notice.  

12.4 The customer or the Holder is entitled to terminate the Card Agreement at any time by sending written 

notice to the Bank and cancelling the Card at the same time by cutting it up and surrendering it at any branch of the 

Bank. Until the Card is handed over as described above, the customer or the Holder is fully liable for any transactions 

made with the Card.  

12.5 Use of the Card after its expiry or cancellation by the Bank is prohibited and punishable by law. In all these 

cases, the customer or the Holder is obliged to destroy the Card or deliver it to the Bank upon first request. After 

notification of the return of the Card, any use of the Card by the customer or the Holder constitutes an illegal act and 

the customer or the Holder is liable in this case for all transactions made with the Card until its return to the Bank. 

Any standing orders of the customer or the Holder related to the use of the Card shall not apply in the event of 

suspension of the Card.  

13. Communication 

13.1 The customer must notify the Bank in writing without delay in the event of any change in the Card's delivery 

address and the contact details provided in their application. The customer has the same obligation towards the Bank 

in the event of any change in the Holder's details. All documents shall be sent or communicated to the customer at 

the address stated by him in the Card application, unless he notifies the Bank of any change.  

13.2 The customer and the Holder hereby expressly and unconditionally consent to the Bank contacting them at 

any time of the day in case of suspected irregular Card transaction, in order to confirm their details. In the event of 

telephone communication, this is recorded for the protection of the interests of the customer and the Holder in 

accordance with the specific provisions ofCHAPTER XV. RECORDING OF TELEPHONE CONVERSATIONS of these 

terms and conditions.  

13.3 For any questions regarding the use of their card, customers can contact the branch with which they 
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cooperate, the Call Centre, tel. 210 6244955, the Customer Support Department, 91 Meg. Alexandrou & 25 Martiou, 

Marousi, Email: customer.support@ab-bank.com.  For any complaints or disputes the customer may have against the 

Bank regarding the use of the card, the provisions of CHAPTER XIII. COMPLAINT HANDLING andCHAPTER XVI. 

APPLICABLE LAW - DISPUTE RESOLUTION shall apply, respectively. 

 

CHAPTER VII. TERMS OF USE OF THE E-BANKING SYSTEM (e-Banking) 

1. General 

1.1  The submission of a customer's application for use of and access to the Bank's e-Banking system (e-Banking) 

(hereinafter referred to as the "e-Banking System" or the "System") and its subsequent acceptance by the Bank shall 

be deemed to constitute the conclusion of a contract for the use of and access to the Bank's e- Banking System, 

governed by the terms and conditions of this Chapter (hereinafter referred to as the "Agreement for Access to and 

Use of the e-Banking System"), which the customer fully and unconditionally accepts upon signing the relevant 

application. These terms and conditions provide full information on the execution of financial services at a distance 

(where applicable).  

1.2  The e-Banking System is a direct (online) system that allows the customer to access and use the following e-

Banking services via the Internet: 

• Fund transfers; 

• Currency conversions; 

• Payments to organisations and third parties; 

• Information on account and debit card balances and transactions; 

• Electronic issuance of account statements (e-Statements); 

• Standing orders; 

• Bulk transfers (with file); 

• Requests; 

and any others that may be added by the Bank in the future (hereinafter collectively referred to as the "e-Banking 

Services" or the "Services"). 

1.3  The customer acknowledges and accepts that they will not be able to access all banking services through the 

e-Banking System and that specific limitations may apply in each case to the actions or transactions that can be carried 

out through the System. 

1.4  The Bank reserves the right to amend, limit, suspend or discontinue the Services notifying the customer by 

any means the Bank deems appropriae (such as, indicatively, by posting on the System, by contacting the customer's 

contact details or by other means). 

1.5  Where the customer is a legal entity, it shall authorise a natural person to sign, in its name and on its behalf, 

the documents required for activation of the Service (hereinafter referred to as the "Authorised Representative for 

e-Banking matters") and shall designate one or more natural persons to perform e-Banking transactions in the System 

on its behalf (hereinafter the "Authorised " and, together with the "Authorised Representative for e-Banking matters", 

the customer's "Authorised Representatives"). The customer expressly acknowledges all orders and transactions 

carried out by the Authorised Representatives in its name and on its behalf, within the limits set by its competent 

bodies, as fully valid, binding and enforceable on him, and the customer bears full responsibility for the proper and 

appropriate fulfilment of the obligations under this Chapter. The Authorised Representatives of the customer are fully 

bound by the powers granted to them by the customer-legal entity (and have been notified to the Bank) and by the 

terms hereof. Where reference is made below to the "customer", this includes Authorised Representatives, if the 

customer is a legal entity, even when not expressly stated. 

2. Customer registration and identification 

2.1   Customer's registration in the e-Banking System is effected by submitting an application at a branch 

or remotely by any means made available by the Bank (hereinafter the "Application").  The Bank reserves the right to 

reject the Application if the information provided by the customer is inaccurate, insufficient, for any reason 

unverifiable, or if the customer is in breach of its obligations to the Bank or engages in unlawful conduct.  
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2.2 The customer shall state in the Application, among other things, their mobile phone number, e-mail address, 

the personal User ID to be used for System login, which will remain unchanged throughout their use of the System. 

2.3  In addition, the customer will receive either in person or by post (according to their choice in the Application) 

a sealed envelope with the initial Activation Code in order to register in the System. The initial Activation Code is valid 

for ninety (90) days. Upon first logging into the System, the customer will be asked to replace the initial Activation 

Code (Activation Code) with a secret security code (hereinafter the "Password") of their choice, based on the terms 

of use of the System, which they will use henceforth to log into the System. In the event of five (5) failed attempts to 

enter the initial activation code, in accordance with the terms of use of the System, the Customer's access to the 

System will be automatically blocked for the Customer's protection. The Password is strictly personal and confidential 

and may be changed at any time, whenever the Customer wishes or whenever required by the Bank for security 

reasons. 

2.4  To complete their registration in the System, the Customer must register in the System the means provided 

by the Bank as a means of strict verification of their identity and/or that of each Authorised Representative (if it is a 

legal entity) for the purposes of strong identification by the Bank (hereinafter referred to as the "Strong Identification 

Means(s)"), namely the secure identification application (hereinafter the "Application") on the mobile phone (Push 

notification – Soft Token), following the instructions provided by the System. In order to install and use the Application, 

the customer must have access to the internet and/or be able to receive data on their mobile phone. If this is not 

possible at the time of strong authentication, an alternative procedure will be activated, which must be completed by 

the customer entering the necessary details into the e-Banking System. 

3. Access and use of the System – Personalised Security Credentials  

3.1  After completing their registration in the System, each time the customer wishes to access the System, they 

will enter their User ID and Password and then follow the additional identity verification process using the Strong 

Identification Method, which together constitute the appropriate personalised security credentials for the purposes 

of strong customer authentication in accordance with applicable law (hereinafter "Personalised Security 

Credentials"). 

3.2  In the event that the customer is going to carry out electronic payment transactions through the e-Banking 

System, in addition to the strong authentication for logging into the System provided for in paragraph 3.1 above, the 

customer will be asked to approve the transaction using the Strong Identification Means, namely the Application 

(dynamic connection). Upon completion of specific payment transactions in the System, the Customer will be asked, 

as an additional security measure for these transactions, to enter into the System the confirmation code that will be 

sent in the form of a text message (SMS) to the Customer's mobile phone number registered with the Bank (or, if it 

cannot be sent to the mobile phone, to the Customer's email address registered with the Bank). The additional 

transaction identification mechanisms described above, which are carried out through the System (i.e. the approval 

of the transaction through the Application and the entry into the System of the confirmation code sent by the Bank) 

will hereinafter be referred to collectively as "additional strong authentication elements". The Bank reserves the right 

to adopt procedures that allow, under applicable law, the exemption of certain transactions from strong customer 

authentication. The Bank also offers customers who do not fall within the definition of consumers or micro-enterprises 

the option of being exempted from the additional authentication process by signing a relevant application. 

3.3  Personalised Security Credentials, in combination with any additional strong authentication elements 

referred to in paragraph 3.2 above, confirm and prove to the Bank the authenticity of the declaration of intent of each 

customer or Authorised User for the transactions they carry out and the orders they give to the Bank through the e-

Banking System, which, in combination with the Bank’s integrity technical safeguards, constitute full proof that the 

declaration originates from the customer or the Authorised User. 

3.4  The Bank has no access to the Password and/or the unique identifiers for the strong authentication of the 

customer, nor does it have the technical and/or practical ability to obtain them. The Bank takes appropriate security 

measures to protect the confidentiality and integrity of Personalised Security Credentials. 

3.5  In the event of four (4) failed attempts to enter the correct Password, in accordance with the terms of use of 

the System, the customer's access to the System will be automatically blocked for the customer's protection. Then, if 
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the customer has forgotten their Password, they must visit a Bank branch or call the Bank on 210-6234110 to find out 

about the procedure for issuing a new activation code (activation code). If the customer's access has been blocked but 

they remember their Password, they can call the Bank at the above telephone number to regain access. 

3.6  The Bank is not liable in the event of damage or malfunction of the Strong Authentication Means due to 

misuse or improper use by the customer or technical problems beyond its control or due to accidental events or force 

majeure. 

3.7  If the customer or Authorised User (if the Customer is a legal entity) notices (detects or has signs of) loss, 

theft, misappropriation, or unauthorised use of their access codes to the System, or their mobile phone device, or an 

attack on their mobile phone or email address by malicious software, they must notify the Bank either in writing, by 

visiting the Bank's branches or by telephone (on 2106234110) without delay. The Bank shall not be liable for any action 

and/or transaction carried out before Bank’s notification. The Customer, subject to any restrictions imposed by law, 

bears full and exclusive responsibility for any damage suffered as a result of failure to comply with the above 

obligations and all relevant security procedures as provided for herein and by law. 

3.8  If the Customer changes (replaces) their mobile phone (i.e. the device), they are not required to visit the Bank 

(provided they use the same number), but may register their new device by first deregistering their old device. In the 

event of telephone number change, the Customer must contact the Bank. 

3.9  The Bank may, whenever it deems necessary for security or other reasons, modify at any time the Strong 

Identification Means used and/or, in general, the Personalised Security Credentials (in part or in whole) and/or the 

additional strong authentication elements, change the costs and/or procedures for acquiring and/or recovering the 

Strong Identification Means, as well as any other procedure related to the Personalised Security Credentials and/or 

additional strong authentication elements, requesting the customer and/or Authorised Users to make the necessary 

changes (otherwise it is entitled to suspend access to/use of the e-Banking System until the change is completed). 

3.10 The customer may also request, by telephone or in writing at the Bank's branch network, the suspension of 

their access to the e-Banking System for any reason, except in the event of a security incident, in which case the 

customer must follow the procedure set out in Article 3.7. This request will be executed within two (2) business days 

of its submission to the Bank. To reactivate the Customer's access to the e-Banking System, the customer must submit 

a relevant written statement to the Bank. 

4. Customer orders and their execution 

4.1 The customer authorises the Bank to execute the orders submitted by the customer or their Authorised 

Users to the System (within the authorisation and limits notified by the customer to the Bank), provided that the 

transmission of such orders has been authenticated through the appropriate strong customer or Authorised User 

authentication procedure described above. The Bank may refuse an e-Banking transaction by the customer or 

Authorised User, notifying them in each case and in any reasonable manner of the reasons for its refusal, unless such 

notification is prohibited by applicable law. 

4.2 The customer acknowledges and accepts, both for themselves and (in the case of a legal entity) on behalf 

of its Authorised Users (depending on the powers and responsibilities assigned to them), that all information entered 

into the System each time and given as orders to the Bank (in particular, but not exclusively, personal data or third-

party transaction data) will be correct, accurate and true and will have been checked by them prior to entry. 

4.3 The customer acknowledges and accepts that the execution of payment orders requires that the customer's 

payment accounts have sufficient available balance. The customer must be aware of the available balance of their 

account before submitting each payment order, taking into account any charges, commissions charged by the Payee's 

payment institution and any exchange rates that may arise during the execution of the payment order. 

4.4 Subject to the terms of the applicable legislation, the Bank reserves the right to require at any time 

customer’s written confirmation of orders or electronic requests transmitted through the System, which must bear 

their signature or, in the case of a legal entity, the signature of its legal (or duly authorised) representative. 

Furthermore, in the same context, the Bank may also request electronic acceptance in the System of any specific terms 

for a particular category of services or orders, or impose additional methods of securing transactions (e.g. telephone 

confirmation of the transaction) for transactions that meet certain criteria. 
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4.5 Any payment from or to an account in a currency other than that the account’s currency will be converted 

at the exchange rate as defined in the daily 'Exchange Rate Bulletin' through the Bank's physical branches and the 

System. 

4.6 The customer acknowledges that the Bank receives payment orders during business days and hours in 

accordance with the System operation cut-off times and the System currency conversion cut-off times set out in the 

Bank's Price List of Commissions and Charges, which is available at the Bank’s physical branches and on its website. 

4.7 The execution of payment orders on a future date will be carried out by the Bank during the afternoon 

hours of the business day preceding the specified date, provided that there is a sufficient balance, and will be reflected 

in the account balance of the customer's account at the start of that date. The value date of these orders will be set 

as if the customer had entered the order at that time. Payment orders at a future date with currency conversion will 

not be accepted. 

4.8 Transactions carried out by the customer through the System are subject to limits, both per transaction and 

for the total daily transactions, which are included in the Bank's Price List of Commissions and Charges and are 

available at the Bank's physical branches and on its website. The Bank reserves the right to modify the general 

transaction limits by notifying the customer or by posting a notice on the e-Banking System and/or at the Bank's 

branches or by any other appropriate means at its discretion. The Bank may also, at its discretion, increase or limit the 

type and number of transactions and determine the days, hours and duration of operation of the e-Banking System, 

by providing notice to the customer in the most appropriate manner, at the Bank's discretion. Such change shall not 

constitute an amendment to the terms of transactions through the System. If the customer continues to use the e-

Banking System following such changes, the customer shall be deemed to have accepted the changes. 

4.9 The Bank and the customer may agree in writing on specific daily transaction limits and on more specific 

deviations or exceptions from the restrictions of Article 4.8 above. Such agreement shall be deemed to constitute an 

amendment/supplement to the terms of the Agreement for access to and use of the e-Banking System concluded 

between the customer and the Bank, as specifically set out in Article 1.1. of this Chapter. 

4.10 Once the customer's payment order has been transmitted to the Bank via the e-Banking System, that 

payment order cannot be revoked or amended, except as and to the extent permitted by the law governing the specific 

transaction, subject to the Bank's right to impose any reasonable charge for the revocation or modification, to the 

extent permitted by law. The payment order and the power of attorney provided therein shall remain in force after 

the death or, as the case may be, the judicial prohibition, dissolution or bankruptcy of the Customer in accordance 

with Articles 223 and 726 of the Civil Code. 

4.11 In the case of a joint bank account, the Bank shall execute the instructions of any of the joint account 

holders, but each joint account holder shall be jointly and severally liable for all transactions carried out through the 

System. In the case of multiple Authorised Users with the same authorisation limits or levels, the Bank shall recognise 

the order or the action that precedes in time. 

5. Terms of fund transfer 

5.1 The customer is obliged to comply with the terms of this Chapter regarding the transfer of funds, as well as 

any terms which will be communicated to the customer by the Bank in any reasonable manner from time to time, 

regarding the transfer of funds. If the customer continues to use the e-Banking System, the customer shall be deemed 

to have accepted the terms. 

5.2 The customer assumes full responsibility for the accuracy of the information, the authenticity and legality 

of the transaction and any underlying transactions. Furthermore, the customer declares and warrants that no 

transaction carried out using the e-Banking System facilitates money laundering activities. The customer declares and 

warrants that they will be required to present and submit any supporting documents requested during due diligence 

checks carried out by the Bank, correspondent banks, the Bank of Greece or other competent authorities. 

5.3 The Bank reserves the right in all cases not to proceed with and/or not to allow the execution of a 

transaction if said transaction is flagged by the Bank's transaction control system as suspicious for money laundering 

or other illegal transactions. Furthermore, if the Bank has reasonable grounds to doubt the legality of a transaction 

requested by the customer through the e-Banking System, the Bank reserves the right to request further supporting 



    
 

-19  
 

documents from the customer and at the same time to suspend (or, to the extent that this is contrary to applicable 

law, to reject) the execution of the transaction in question until the requested documents are provided. 

5.4 The customer remains solely responsible for the correct entry of the recipient's details (e.g. email address, 

account number or other details that may be required to complete the transfer of funds). The Bank shall not be liable 

for any loss incurred by the customer, and/or Authorised Users, and/or any third party related to the customer, as a 

result of incorrect entry of the recipient's details by the customer. 

5.5 The customer is entitled to revoke the transfer of funds to the respective recipient to the extent permitted 

by applicable law and in accordance with the provisions of Article 4.10 above regarding order revocations. 

5.6 The customer is not entitled to make any claim, assertion or objection against the Bank arising from any 

dispute the customer has with the recipient or any third party in relation to the transfer of funds, nor to demand from 

the Bank the return of funds that have already been received by the recipient following an order by the customer. 

6. Service costs – Transaction fees 

The Bank reserves the right to charge the customer for the execution of specific transactions with commissions and/or 

expenses, in accordance with the Bank's current Price List of Commissions and Charges, as specifically set out in 

Chapter IX (Surcharges – Interest Rates – Exchange Rates) of these terms and conditions.  The Customer shall also pay 

any expenses and charges to cover third-party fees when conducting cash transactions (such as, indicatively and not 

restrictively, the execution of transactions through the DIAS system, correspondent expenses, etc.), as well as any 

additional costs referred to in the terms of this Chapter. 

7. Electronic issuance of account statements (e-statements) – Electronic notifications/updates for services 

7.1 Each customer or Authorised User (based on their limits and authorisations) may request, through their 

profile in the System, to receive alerts for all or part of the Services provided by the System, via e-mail or SMS (sms) 

to the mobile phone number they specify and/or any other appropriate means that may be made available for this 

purpose by the Bank. 

7.2 The Bank reserves the right to change at any time the number and types of Services for which the customer 

may receive notifications, as well as to temporarily suspend or permanently discontinue them, by informing the 

customer in a reasonable manner and/or providing the notifications upon payment of an agreed fee. 

7.3 The alerts are for informational purposes only and relate to transactions and Services carried out by and to 

the customer's profile in the System. Both the electronic notification itself and any printout thereof are indicative and 

not conclusive of the information contained therein. The same applies to the provision of information on the details 

of any transaction through the e-Banking System. Proof of the transaction is provided only by the Bank's books, as 

specifically defined in Article 7 of CHAPTER X. PERIODIC INFORMATION – PROOF OF VALIDITY of these terms and 

conditions. 

7.4 Upon registration of the customer in the System, the service of electronic issuance of account statements 

(e-statements) through the System is automatically activated. The customer will be notified by email to the address 

provided to the Bank that the monthly account statement has been issued, which can be accessed through their Profile 

in the e-Banking System. The customer expressly acknowledges and accepts that after registering with the System and 

subsequently activating the electronic account statement (e-statement) service, they will no longer receive paper 

statements of their account transactions. 

7.5 The customer declares on their own behalf and on behalf of their Authorised Users (if they are legal entity) 

that they acknowledge that they are responsible for the accuracy and authenticity of the contact details they provide 

(email address, mobile phone number or other) for the fulfilment of the above purposes, which the Bank does not 

verify and is not obliged to verify. 

8. Electronic applications 

The customer declares and acknowledges that electronic applications submitted through the e-Banking System are 

valid, accurate, binding and genuine declarations of the customer's will, having the probative value of a private 

document. However, the Bank reserves the right to reject an electronic application for any reason. Electronic 

applications submitted are processed only on business days and during business hours, as defined by the cut-off times 

included in the Bank's Price List of Commissions and Charges. Electronic applications submitted through the System 
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cannot be revoked; revocation requires direct communication with the Bank. 

9. Customer obligations and responsibility 

9.1 The customer declares that the Personalised Security Credentials (i.e. the User Name and Password), the 

Strong Identification Means, as well as the mobile phone (both the device and the number declared to the Bank) and 

the email address declared to the Bank are their responsibility and that they bear full responsibility for their safe 

storage and use. The Bank recommends and the customer acknowledges that changing the Password at regular 

intervals is a necessary security measure with which the Customer must comply. In any case, for security reasons, the 

Bank will require the Customer to change their Password at regular intervals, as provided for in the terms of use of 

the System. The Customer must also keep secret and not disclose to third parties the unique identification code 

generated each time for strong authentication by the Strong Authentication Means, as well as the confirmation code 

that will be sent to them on their mobile phone (or alternatively, to their email address) for entry into the System to 

complete specific payment transactions. Each unique identification code and confirmation code will be valid for a 

specific duration within which it must be entered into the System. The customer or Authorised Representative must 

then request a new code. 

9.2 For security reasons and to protect the customer's account from unauthorised use, the customer should log 

out and exit the e-Banking System when not conducting transactions through the e-Banking System. In the event of 

culpable delay or breach of this obligation, the Bank shall not be liable to compensate the Customer for any resulting 

loss. Notwithstanding the foregoing, if the System remains inactive for the period specified in the terms of use, access 

to the System will be automatically suspended and the Customer or Authorised User will be required to log in again. 

9.3 The customer understands and acknowledges that the System is constantly evolving, subject to changes and 

additions, without depending exclusively on any technology currently in existence and that, to this extent, the Bank is 

entitled to change the details and parameters of the System from time to time, including, but not limited to, the 

number and type of transactions performed, the equipment requirements of the System user, the methods, 

identification and authentication systems and procedures, etc. 

9.4 The customer's access to the Services provided through the E-Banking System requires that they have the 

appropriate technical equipment and software (e.g. antivirus software), for the suitability of which the Bank is not 

responsible, as well as updated versions of programs. The customer declares that they are familiar with the operation 

of such technical equipment, as well as the relevant programmes (including the Application) and connections. 

9.5 The customer shall bear any costs incurred for the purchase and use of the equipment and software required 

to access and use the e-Banking System. Furthermore, the customer acknowledges that they shall bear any third-party 

costs for accessing and using the System, such as, indicatively, internet connection costs, telephone charges, taxes, 

contributions and other expenses or charges. 

9.6 Access and use the e-Banking System does not confer upon the customer any rights to the System's software 

or any other intellectual and industrial property rights of the Bank. By accessing and using the System, the customer 

is granted a non-exclusive, personal and non-transferable licence to use the software provided by the Bank for the 

purpose of accessing the System and using the Services. Upon termination or expiry of this Agreement, no use shall 

be permitted of the software and/or the Bank's intellectual and industrial property rights. The Customer and any 

Authorised Users are expressly prohibited from copying, imitating or otherwise using, unlawfully or without 

authorisation, the software provided by the Bank for access to the System and use of the e-Banking Services, or from 

using such software for illegal activities. 

9.7 The Customer is liable to the Bank for any illegal or unauthorised use of the System, as well as for any breach 

of contract, unlawful act or omission by the Customer, its Authorised Users or other agents or third parties acting on 

behalf of the Customer. The Customer is expressly prohibited from using the e-Banking System to make payments or 

conduct transactions on behalf of third parties, whether for remuneration or on a professional basis.q 

9.8 If the Customer is a legal entity, it is obliged to notify the Bank in writing without delay, in accordance with 

the Bank’s internal procedure, of any change in its authorised Users and/or their details, the powers granted to  

persons appointed as Authorised Users, its general representation, its legal form and/or legal status. The Bank shall 

register such changes only when it is satisfied that they are sufficiently evidenced by the documents submitted and in 
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accordance with its internal procedures. If the Customer fails to notify any change to its Authorised Users, any action 

or transaction carried out shall be presumed to originate from and be approved by the Customer, and to be valid and 

binding on the Customer.  

10. Obligations and liability of the Bank 

10.1 The Bank takes all reasonable measures in line with the current state of science and technology to ensure 

the security of the e-Banking Services it provides to the customer through the System, as well as to maintain the 

confidentiality of the Customer's information. Notwithstanding the Bank's adoption and implementation of such 

measures, the Bank does not warrant and bears no responsibility if, despite exercising due diligence, the 

confidentiality of customer-related information or the secure use of the Bank's network is breached. 

10.2 The Customer accepts that, despite the Bank’s reasonable security measures, the transmission of 

information via the Internet may involve risks of malicious interception or alteration of the security codes used by the 

customer or the instructions given through the e-Banking System, by unauthorised third parties and assumes the risks 

arising from the above breaches of the Bank's System. The Bank is not liable for any damage suffered by the customer 

in the event of interference or attempted interference with the System and/or any System malfunction, where such 

damage is caused by reasons not attributable to fraud or gross negligence on the part of the Bank. 

10.3 Furthermore, the Bank shall not be liable for any use of the e-Banking System by the customer or its 

Authorised Users (if it is a legal entity), which is carried out in violation of the law or these terms and conditions, 

including cases of illegal access and use of the System. 

10.4 The Bank does not control and accepts no responsibility for the availability, accuracy and completeness of 

information, the content and quality of services provided by third-party websites and web pages to which the Bank 

may refer through hyperlinks or banners. The Customer accesses these web pages at his own risk. 

10.5 The Bank shall be liable to the customer for any damage they may suffer arising from the access to or use 

of the e-Banking System and the performance of the Services only to the extent that such damage is caused by the 

Bank’s fraud or gross negligence, and compensation is limited to any actual damage suffered by the Customer that is 

causally related to a proven culpable act or omission by the Bank, which compensation (to the extent permitted by 

law) may not exceed the value of the specific transaction. Unless otherwise provided by law, all other liability of the 

Bank is excluded, such as, indicatively, for acts or omissions of third parties, the customer and its Authorised Users. In 

no event shall the Bank be liable for any consequential damage or loss of profits of the Customer, for any reason and 

from any cause whatsoever. 

10.6 The Bank shall not be liable for any damage, actual or consequential, or delay resulting from an event 

constituting "force majeure" which renders the performance of all or part of the Bank's obligations impossible or 

particularly burdensome. The concept of force majeure is deemed to include all events that are beyond the sphere of 

responsibility, influence and control of the parties to this agreement, for which the parties are not responsible and 

which could not have been foreseen by the contracting parties, even if they had exercised due diligence, including any 

damage, error or malfunction of the telecommunications network used by the Bank or the customer to access and 

use the e-Banking System. 

11. Duration – Termination 

11.1 The Agreement for access to and use of the e-Banking System is of indefinite duration. 

11.2 The customer may terminate the Agreement for access to and use of the e-Banking System in writing and 

request the termination of access to and use of the e-Banking System. The termination shall be submitted by the 

customer to the Bank at any time in writing and shall take effect within one (1) month of receipt. 

11.3 The Bank is entitled to terminate the Agreement for access to and use of the e-Banking System at any time 

by giving two (2) months' prior written notice to the customer (an e-mail sent to the e-mail address provided by the 

customer shall also be considered as written notice). In the event of a serious reason for termination, including, but 

not limited to, any breach of these terms, any other contractual relationship with the Bank or any illegal act or omission 

by the customer (or their Authorised Users), the termination shall take effect immediately upon notice being 

dispatched to the customer. Any termination or termination in any way of the contractual relationship between the 

Bank and the customer shall result in the automatic termination of the e-Banking Agreement and the automatic 
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suspension of the provision of Services through the System. If the customer is a legal entity, termination of this 

Agreement shall also entail the revocation of access and use for all of its Authorised Users. 

11.4 Without prejudice to its right to terminate at any time for good cause as referred to in Article 11.3 above, 

the Bank reserves the right to suspend or deny at any time the customer's and/or Authorised Representative's access 

to the e-Banking System for security reasons and for other reasonable, at its discretion, reasons or causes, including, 

indicatively: if there are suspicions of fraudulent transactions and/or illegal behaviour on their part; if there are 

suspicions against them for money laundering and terrorist financing; upon request by a public authority; in any case 

where the customer violates any of these terms. In this case, the Bank shall inform the customer of such suspension 

or denial and of the reasons therefor, where possible before the suspension or denial takes effect, or otherwise 

immediately thereafter, unless such notification conflicts with objectively justified security reasons or is prohibited by 

applicable law. The Bank shall lift the suspension or restore access to the System when the reasons for the suspension 

or denial of access no longer apply.  

 

CHAPTER VIII. TERMS AND CONDITIONS FOR THE PROVISION OF PAYMENT SERVICES 

1. SUBJECT 

1.1 The terms of this Chapter govern the provision by the Bank to its customers of the payment services 

mentioned hereinbelow, in accordance with Law 4537/2018 transposing Directive 2015/2366/EU of the European 

Parliament and of the Council of 25 November 2015 on payment services in the internal market, as applicable. By 

accepting the terms of this Chapter, a framework agreement for the provision of payment services is deemed to have 

been concluded between the customer and the Bank in accordance with the provisions of Articles 50 et seq. of Law 

4537/2018, as amended and in force (hereinafter referred to as the "Framework Agreement for the Provision of 

Payment Services" or "Framework Agreement"). 

1.2 The terms of this Chapter apply to payment services provided in Greece, and specifically: 

(a) payment transactions in euro or another Member State currency, where both the payer's payment service provider 

and the Payee's payment service provider, or the sole payment service provider for the payment transaction are 

located within the Member States, in respect of the parts of the payment transaction carried out in Greece; 

(b) payment transactions in a currency other than that of a Member State, where both the payer's payment service 

provider and the Payee's payment service provider, or the sole payment service provider for the payment transaction 

are located within the European Economic Area, in respect of the parts of the payment transaction carried out in 

Greece. In this case, the provisions of clauses 3.5.1, 3.5.2 and 3.5.3 of this Chapter shall not apply. 

(c) payment transactions in all currencies, where only one of the payment service providers is located within the 

European Economic Area, in respect of the parts of the payment transaction carried out in Greece. In this case, 

provisions 3.5.1, 3.5.2, 3.5.3, 4.4 and 4.6 of this Chapter shall not apply. 

2. DEFINITIONS 

 "Instant Credit Transfer": a credit transfer which is executed immediately, 24 hours a day and on any calendar day.  

"Direct Debit": a payment service for debiting a Payer’s payment account, where a payment transaction is initiated 

by the payee on the basis of the consent given by the Payer to the payee, to the payee’s payment service provider or 

to the Payer’s own payment service provider.  

 "Payee": a natural or legal person who is the intended recipient of the funds which have been the subject of a 

Payment Transaction. 

 "Payment Order": an instruction by the Payer or the Beneficiary to the payment service provider requesting the 

execution of a payment transaction. 

 "Remote Payment Transaction": a payment transaction initiated via  internet or through a device that can be used 

for disnance communication. 

 "Business Day": the day on which the relevant payment service provider of the Payer or the payment service 

provider of the Payee involved in the execution of a payment transaction is open for business as required for the 

execution of the Payment Transaction. 

 "Consumer": a natural person who is not acting for commercial, business or professional purposes in relation to 
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payment service agreements covered by Law 4537/2018. 

 "Payment Account": the account held in the name of one or more payment service users and used for the 

execution of payment transactions. 

 "Payment Instrument": a personalised device and/or set of procedures agreed between the payment service user 

and the payment service provider and used to initiate a payment order. 

 "Credit Transfer": the payment service for crediting the payee's payment account with a payment transaction or 

series of payment transactions from the Payer's payment account, through the payment service provider holding the 

Payer's payment account based on an instruction given by the Payer. 

 "Payment Initiation Service Provider": the payment service provider that carries out the business activity of 

initiating payments. 

 "Account Servicing Payment Service Provider": the payment service provider that provides and maintains a 

payment account for a Payer. 

 "Payer": the natural or legal person who holds a payment account and authorises a payment order from that 

account or, if there is no payment account, the natural or legal person who gives a payment order. 

 "Microenterprise": an enterprise which, at the time of concluding the payment services contract, falls within the 

definition of Article 2(2) of Law 4308/2014. 

 "Durable Medium": any instrument that allows the payment service user to store information addressed 

personally to that payment service user in a way accessible for future reference for a period of time adequate to the 

purposes of the information and which allows the unchanged reproduction of the information stored. 

 "Payment Initiation Service": the service for initiating a payment order at the request of the payment service user 

in relation to a payment account held with another payment service provider. 

 "Money Remittance": the payment service where funds are received from a Payer, without a payment account 

being created in the name of the Payer or the Payee, for the sole purpose of transferring the corresponding amount 

to a Payee or to another payment service provider acting on behalf of the Payee and/or where such funds are received 

on behalf of and made available to the Payee. 

 "Account Information Service": the online service for providing consolidated information on one or more payment 

accounts held by the payment service user with either another payment service provider or more than one payment 

service provider. 

 "Payment Service User": the natural or legal person who uses a payment service as a Payer, payee or both. 

3. USE OF PAYMENT SERVICES 

3.1 Payment Services Provided 

3.1.1   The Bank provides the following payment services (hereinafter referred to as "Payment Services"): 

a) services that allow cash deposit to a payment account, as well as all operations required for the maintenance of a 

payment account; 

b) services enabling cash withdrawals from a payment account, as well as all operations required for the maintenance 

of a payment account; 

c) execution of payment transactions, includingtransfer of funds to a payment account held with the Bank or with 

another payment service provider: 

(aa) execution of payment transactions using a debit card; 

bb) execution of credit transfers, including standing orders; and 

cc) execution of instant credit transfers under the conditions set out in Article 3.1.2 below. 

(d) issuance of payment instruments; 

e) acceptance of payment transactions executed with payment instruments. 

3.1.2 The Bank offers its customers, on a 24-hour basis and on any calendar day, the payment service for sending 

and receiving instant credit transfers executed in Euro within the Single Euro Payments Area (SEPA).  The Bank provides 

customers with the option to set a maximum amount that can be transferred via instant credit transfer. This limit is 

set per day for individual customers and per transaction for corporate customers. Where a customer's payment order 

for an instant credit transfer exceeds or would exceed the maximum amount set by the customer, the Bank shall not 



    
 

-24  
 

execute the payment order for the direct credit transfer, shall notify the customer of this fact and shall inform them 

of the procedure for modifying the maximum amount limit. 

3.1.3 The terms of this Chapter shall also govern any other service falling within the definition of payment service 

under paragraph 3 of Article 4 of Law 4537/2018, as applicable, provided that such service is provided by the Bank. 

3.1.4 The above transactions are also subject to any specific terms/agreements between the Bank and its 

customer concerning individual payment services, to the extent that such specific terms do not conflict with the 

provisions of this Chapter. The terms of this Chapter shall prevail only if there is any inconsistency between the 

provisions of this Chapter and any specific agreement relating to the same subject matter. 

 

3.2 Information for the proper execution of the payment - Means of identification 

3.2.1 The customer must provide the Bank with each payment order all information necessary for the proper 

execution of the payment transaction. In particular: 

3.2.1.1 For transactions executed by the customer as Payer, all or some of the following details are required, as 

applicable, for the identification of the Payee ("means of identification"): 

• the account number or IBAN number of the Payee; 

• the name, branch, address and BIC/SWIFT code of the credit institution with which the Payee's account is 

held; 

• the name and address of the Payee (if a natural person) or the legal name and registered office of the 

Payee (if a legal entity); 

• any other information required by any specific terms and conditions relating to the Bank's payment 

services, as well as any information required by law and/or the guidelines of the competent supervisory 

authorities. 

In addition to the above information, the customer shall also disclose the amount and currency of the payment, the 

number of the payment account to be debited with the payment amount, and the date of execution of the transaction.  

3.2.1.2 For transactions in which the Customer is the Payee, the Bank shall verify the Customer's identity based on 

all or some of the following information ("means of identification"): 

• the IBAN number or account number, 

• any other information required by any specific terms and conditions relating to the Bank's payment 

instruments and services, as well as any additional information required by law and/or the guidelines of 

the competent supervisory authorities (“means of identification"). 

3.2.2 The Bank may request more or less information than that mentioned above, depending on the type and 

circumstances of each specific transaction.  

3.2.3 Payment orders are processed by the Bank based on the details and means of identification provided by 

the customer, without prior verification of their accuracy, subject to the Verification of Payee (VOP) service which is 

available to the customer for transactions that meet specific criteria in accordance with the provisions of clause 3.2.4 

below. A payment executed on the basis of the above identification details and means shall be deemed to have been 

executed correctly. It is clarified that the Bank is not obliged to verify whether the account number, IBAN number and 

the BIC/SWIFT code provided by the customer as the sole means of identification actually correspond to the Payee or 

the credit institution referred to in the payment order. 

3.2.4 The Bank provides to the Customer, at no charge, a service that ensures the verification of the Payee 

(Verification of Payee/VOP) exclusively for credit transfers in Euro within the Single Euro Payments Area (SEPA), except 

for intra-bank credit transfers in Euro or paper-based payment orders. Through this service, the Bank provides the 

customer with the ability to confirm, before executing a credit transfer order, that the IBAN corresponds to the 

name/company name of the Payee entered in the relevant order in accordance with the details provided by the 

Payee's service provider. The final decision on the approval or not of the relevant transaction is at the discretion of 

the customer, who will be solely responsible if the credit transfer is executed to the wrong Payee.  

3.2.5 The Bank shall not be liable for the incorrect or untimely execution of the transaction if this is due to the 

provision of incorrect information by the customer and/or missing information in the payment order.  



    
 

-25  
 

3.2.6 There is no general maximum spending limit for the payment services provided by the Bank. However, there 

are restrictions on the maximum amount of daily transactions that can be executed by the customer with a debit card 

or through the e-Banking system, as specifically stated in the relevant sections of these terms and conditions. 

 

3.3 Consent to initiate/execute a Payment Transaction 

3.3.1 The Bank executes Payment Orders only upon prior instruction or authorisation from the customer, which 

is given in one of the following ways: 

(a) By instructing the Bank's branch staff to make a specific payment or series of payments. In this case, the execution 

of the customer's Payment Order by the Bank is subject to the provision of more specific information by the customer, 

which varies depending on the type of transaction intended.  

(b) By orders using a debit card. Without prejudice to any more specific terms governing the use of the card as specified 

in of these terms and conditions, an order shall be considered certified subject to the provision of all or some of the 

following information, depending on the type of transaction: 

i) The customer's Personal Identification Number (PIN),  

ii) Specifically for Remote Payment Transactions (e.g. online transactions), special card security details and/or 

customer identification details must be provided, such as: 

• the card number and expiry date; 

• the card security codes (CVV2/CVC), which consists of the last three digits printed on the back of the card; 

• the cardholder's full name; 

• any other necessary information based on the security protocols applied by Visa (or another corresponding 

organisation) at any given time. 

(c) By means of orders through the Bank's e-Banking System in accordance with the specific provisions of CHAPTER 

VII. TERMS OF USE OF THE E-BANKING SYSTEM (e-Banking) of these terms, provided that the customer has 

activated the service in question. 

(d) By standing orders for credit transfers. The customer's authorisation to make payments on a standing basis is 

provided remotely, either in writing or via the Bank's e-Banking system. 

(e) By an order transmitted to the Bank by the payee of the payment transaction (or by the payee's payment service 

provider), to whom the customer has previously given his consent to execute the transaction. 

(f) By means of a payment execution order using any other means of payment available or to be developed in the 

future by the Bank, in accordance with the specific terms governing or to govern the specific means of payment. 

3.3.2 The customer's approval may also be given after the payment transaction has been executed, subject to 

the Bank’s prior consent. 

3.3.3 The customer may revoke his consent at any time, but not later than the time of entry into force of the 

irrevocable order. In particular, the customer may not revoke a payment order if it has been received by the Payer's 

payment service provider or, in the case of a payment initiation transaction initiated by a payment initiation service 

provider or by the Payee or its agent, from the moment the customer-Payer gives their consent to initiate or execute 

the payment transaction to the Payee, with the exception of the following cases: 

a. If the customer-Payer and the Bank agree that the execution of the payment order will commence on a specific 

date or at the end of a specific period or on the date on which the customer-Payer has made funds available to the 

Bank, the customer may revoke the payment order no later than the end of the business day preceding the day agreed 

for debiting the funds. 

b. By special agreement between the Bank and the customer. In the case of item (a) of this clause and if a payment 

transaction is initiated by a payment initiation service provider or by the Payee or its agent, the Beneficiary's 

agreement is also required. 

The Bank reserves the right to impose a charge in case of revocation of a payment order as described above. 

 

3.4 Time of receipt of the Payment Order 

3.4.1 The time of receipt of the Payment Order is the time at which the Bank receives the Payment Order. If a 
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Payment Order is received on a non-business day, it will be deemed received on the next Business Day. If the Payment 

Order is received after the cut-off time set by the Bank as the end of its daily operations, the order may be deemed as 

received on the next Business Day. 

3.4.2 For payments made through the Bank's branches, the cut-off time for each Business Day is defined as the 

end of the respective contractual opening hours of the bank branches to the public (currently 2 p.m. Monday to 

Friday). For payments made through alternative means of communication (e.g. via the e-Banking system or by card), 

the end of the day's operations varies depending on how the order is sent to the Bank and the type of payment. Before 

executing the transaction, the customer can be informed of the Bank's specific closing times through the Bank's Price 

List of Commissions and Charges, which is posted on the Bank's website and available at its branches. Different cut-

off times may also be specified in the specific terms and conditions of certain payment services provided by the Bank 

to its customers. 

3.4.3 If the customer and the Bank agree that the execution of the Payment Order will commence on a specific 

day, at the end of a specific period or on the day on which the Customer has made funds available to the Bank, the 

agreed day shall be considered the time of receipt of the Payment Order. If the agreed day is a non-business day, the 

payment order will be considered to have been received on the next business day. 

3.4.4 Specifically with regard to instant credit transfers, the time of receipt of the order shall be deemed to be 

the time at which the Bank receives it, regardless of the time or calendar day, with the exception of non-electronic 

payment orders for instant credit transfers, in which case the time of receipt of the payment order for instant credit 

transfer is deemed to be the time at which the Bank entered the information relating to the payment order into its 

internal system, and the entry is made as soon as possible after the non-electronic payment order for instant credit 

transfer is submitted by the customer to the Bank. 

 

3.5 Maximum execution deadline for Payment Orders – Value Date (Valeur) 

3.5.1 For payment transactions that:  

• do not require currency conversion, or  

• the Bank acts as the payment service provider for both the Payer and the Payee 

the time period within which each payment will be executed is set as follows: 

(a) For payments made by the customer as the Payer, the payment amount will be credited to the account of the 

Payee's payment service provider by the end of the next Business Day from the date of receipt of the payment order 

by the Bank. This deadline may be extended by one additional Business Day for payment transactions initiated in paper 

form. 

(b) For payments received by the customer as the Payee, the payment amount will be available in the customer's 

payment account no later than the day on which the Customer's account is credited with the amount of the Payment 

Transaction. If the payment amount is received by the Bank on a non-Business Day and/or at a non-Business Hour, 

this amount shall be available in the customer's account on the next Business Day.  

3.5.2 In all other cases, the payment transaction will be executed no later than one (1) business day from the 

receipt of the Payment Order for transactions in EUR and two (2) business days from the receipt of the Payment Order 

for transactions in foreign currency, unless otherwise agreed with the customer. 

3.5.3 The customer acknowledges that compliance with the above time limits is only possible if the Bank has all 

the information necessary to execute the payment and provided that the control procedures required by applicable 

law (e.g. relating to the prevention of money laundering or investigation of fraud) have been completed. 

3.5.4 The Value Date ("Valeur") is the reference point set by the Bank for the start or end of the calculation of 

interest on the amounts credited or debited, respectively, to the payment account to which they relate, as the case 

may be. The Value Date for crediting the customer's payment account shall not be later than the Business Day on 

which the amount of the specific payment is credited to the Bank's account. Similarly, the Value Date for debiting the 

payment account shall not be earlier than the time at which the customer's account is debited with the payment 

amount. 

3.5.5 In the case of a cash deposit by a customer in the currency of the specific payment account, this amount 
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becomes available immediately after receipt of the amount and with the corresponding Value Date.  

3.5.6 Specifically with regard to instant credit transfers, immediately after the time of receipt of the payment 

order for an instant credit transfer, the Bank verifies that all the necessary conditions for the execution of the payment 

transaction are met and that the necessary funds are available. The Bank shall then block or debit the amount of the 

payment transaction from the customer's account and immediately send the payment transaction to the Payee's 

Payment Service Provider. Within ten (10) seconds of receiving the payment order for instant credit transfer from the 

Bank, the Payee's Payment Service Provider makes the amount of the payment transaction available in the Payee's 

payment account in the currency of the Payee's account and confirms the completion of the payment transaction to 

the Bank. The Bank, as soon as it receives confirmation of completion or, if it does not receive such confirmation of 

completion, informs the customer, free of charge, whether the amount of the payment transaction has been made 

available to the Payee's payment account. If the Bank does not receive a message from the Payee's payment service 

provider confirming that the funds have been made available to the Payee's payment account within ten (10) seconds 

of receipt, the Bank shall immediately restore the customer's payment account to the state it would have been in had 

the transaction not taken place. 

 

4. PRECAUTIONS AND REMEDIES 

4.1 Security measures relating to payment instruments issued by the Bank 

4.1.1 The customer must take all necessary measures to safely store the payment instruments provided by the 

Bank and the personalised security credentials that accompany their use (e.g. the personal identification number (PIN) 

of the debit card or the personal access code to the e-Banking system), in accordance with the specific terms and 

agreements governing each payment instrument. Specifically, the customer is obliged to use the payment instrument 

in accordance with the specific terms governing its issue and use and to strictly comply with the applicable security 

procedures  in the event of loss, theft, misappropriation or unauthorised use, and in particular to notify the Bank 

without undue delay in the manner specified in the specific terms and conditions governing each payment instrument. 

4.1.2 The Bank takes appropriate security measures regarding the payment instruments it issues to its customers 

and in particular: 

a. Ensures that personalised security credentials are not accessible to third parties, except to the customer or to the 

authorised users of the relevant payment instruments in the event that the customer is a legal entity, without 

prejudice to the compliance of the customer-user  with their obligations under paragraph 4.1.1 above. 

b. Does not send a payment instrument without a prior request from the customer, except where it relates to the 

replacement of an existing payment instrument. 

c. Ensures that the customer has at their disposal, on an ongoing basis, the appropriate means to enable them to give 

notice in accordance with clause 4.1.1 hereof, or to submit a request for the lifting of a payment instrument suspension 

in accordance with clause 4.2 hereof. Upon request, the Bank shall provide the customer, for eighteen (18) months 

from the notification referred to in clause 4.1.1 hereof, with the means to prove that the customer has indeed made 

such notification. 

d. Provides the customer with the possibility to make a notification in accordance with clause 4.1.1 hereof, free of 

charge, and shall only charge the cost of replacing the payment instrument. 

e. Prevents any use of the payment instrument from the time of notification by the customer in accordance with 

clause 4.1.1 hereof. 

f. Bears the risk of sending the payment instrument or any related personalised security credential to the customer. 

 

4.2 Suspension of use of a payment instrument 

4.2.1 The Bank is entitled to suspend the use of a specific payment instrument for reasons relating to: (a) the 

security of the payment instrument in question, (b) suspicion of unauthorised or fraudulent use thereof, (c) excess of 

the credit limit or increased risk of the customer's inability to repay any debt. In any case, the Bank is entitled to 

suspend the use of a specific payment instrument if requested to do so by the competent supervisory or judicial 

authorities.  
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4.2.2 The Bank shall inform the customer of the suspension of the use of the payment instrument and the reasons 

for such action, if possible before the suspension or, at the latest, immediately after the suspension, unless this 

conflicts with objectively justified security reasons or is prohibited by applicable European or national legislation 

and/or instructions from the competent supervisory authorities. Once the reasons for the suspension have ceased to 

exist, the Bank shall, as appropriate, either lift the suspension or replace the payment instrument, in accordance with 

any specific terms governing its use and after prior notification.  

 

4.3 Refusal of access to a payment account 

The Bank, as a payment account service provider, may refuse the access of an account information service provider 

or a payment initiation service provider to a payment account for objectively justified and duly documented reasons 

related to unauthorised or fraudulent access to a payment account, including unauthorised or fraudulent initiation of 

a payment transaction, either by the account information service provider or by the payment initiation service 

provider. In such cases, the account servicing payment service provider shall inform the Payer of the refusal of access 

to the payment account and the reasons for that refusal in the agreed manner. That information shall be provided to 

the Payer, where possible, before the refusal of access and, at the latest, immediately afterwards, unless such 

notification conflicts with objectively justified security reasons or is prohibited by applicable Union or national law. 

When the reasons for refusal as referred to above no longer apply, the account servicing payment service provider 

shall allow access to the payment account.  

 

4.4 Bank's liability for unauthorised payment transactions  

4.4.1 Without prejudice to the provisions of clauses 4.4.3 and 4.4.5 below, in the event of an unauthorised 

payment transaction, the Bank shall compensate the customer for the loss incurred as a result of the unauthorised 

payment transaction, provided that the customer notifies the Bank in writing, without undue delay, as soon as they 

become aware of an unauthorised transaction and, in any case, no later than thirteen (13) months from the date on 

which the account was debited with the amount of the unauthorised transaction. The thirteen (13) month period shall 

not apply for as long as the Bank has not provided or made available to the customer the information regarding the 

Payment Transactions, in accordance with clause 4.7 hereof.  

4.4.2 Without prejudice to the provisions of clause 4.4.1 hereof, in the event of an unauthorised payment 

transaction, the Bank shall refund to the Customer the amount of the unauthorised transaction no later than the end 

of the next Business Day from the day on which it demonstrably became aware of, or was notified of, the unauthorised 

Payment Transaction, unless the Bank has reasonable grounds to suspect that fraud has been committed and notifies 

the General Secretariat for Trade and Consumer Protection of the Ministry of Economy and Development (or the 

competent authority designated in each case) in writing of those reasons. Where applicable, the Bank shall restore 

the customer's account to the position it was in prior to the unauthorised transaction and ensure that the Value Date 

for crediting the customer's payment account is no later than the time on which that payment account was debited 

with the amount of the payment transaction. Further compensation shall not be excluded where a relevant right is 

established in accordance with law. 

4.4.3 Notwithstanding the provisions of clause 4.4.1 hereof, the customer shall be liable for up to fifty (50) euros 

for losses caused by unauthorised payment transactions where the loss was caused by the use of a stolen, lost or 

misappropriated payment instrument, unless: 

(a) the loss, theft or misappropriation of the payment instrument could not have been detected by the customer 

before the payment transaction was executed, unless the customer and/or the Company acted fraudulently; or 

(b) the loss was caused by acts or omissions of an employee, agent or branch of a payment service provider or of an 

entity to which the Bank had outsourced its activities.  

4.4.4 From the moment the Bank is notified of the theft, loss or misappropriation of a payment instrument, in 

accordance with clause 4.1.1 hereof, the customer shall not bear any financial consequences arising from the use of a 

lost, stolen or misappropriated payment instrument, unless the customer has acted fraudulently. If the Bank does not 

provide the customer with the appropriate means to notify, at any time, the Bank of the loss, theft or misappropriation 
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of the payment instrument , the customer shall not be liable for the financial consequences arising from the use of 

that payment instrument, unless he has acted fraudulently. 

4.4.5 Notwithstanding the provisions of clause 4.4.1 herein, the customer shall be liable without limitation for 

the entire loss caused by an unauthorised Payment Transaction if the loss is caused either by customer's fraud or 

customer’s intentional or grossly negligent failure to comply with the obligations referred to in clause 4.1.1 hereof. 

However, if the customer is a consumer and the damage is due to gross negligence, they shall be liable up to a 

maximum amount of one thousand (1,000) euros, taking into account, in particular, the nature of the personalised 

security credentials and the specific circumstances under which the payment instrument was lost, stolen or 

misappropriated, unless the Bank proves that it has and applies additional, effective and more sophisticated 

transaction control mechanisms than those it applies for strong transaction authentication, for transactions that may 

cause loss in excess of one thousand (1,000) euros. 

 

4.5 Bank's liability for non-execution, incorrect or delayed execution of payment transactions  

 

4.5.1 Bank's liability in the event of initiation of the Payment Transaction by the payer  

4.5.1.1 Subject to clause 4.5.5 hereof, where the payment order is initiated directly by the payer, the Bank, as the 

payer's payment service provider, shall be liable to the payer for the correct execution of the payment transaction, 

unless the Bank proves to the payer and, where applicable, to the payee's payment service provider, that the payee's 

payment service provider received the amount of the payment transaction within the agreed time limit. In that case, 

the payee's payment service provider shall be liable to the payee for the correct execution of the payment transaction. 

4.5.1.2 If the Bank, as the payer's payment service provider, is liable in accordance with the provisions of the first 

paragraph of this clause 4.5.1.1, it shall, without undue delay, refund to the payer the amounts of the unexecuted or 

incorrectly executed payment transaction and, where applicable, restore the debited payment account to its previous 

state. The value date for crediting the payer's payment account shall not be later than the date on which the amount 

of the payment transaction was debited. 

4.5.1.3 If the Bank, as the payee's payment service provider, is liable under the first paragraph of this clause 4.5.1.1, 

it shall immediately make the amount of the payment transaction available to the payee and, where applicable, credit 

the corresponding amount to the payee's payment account. The value date for crediting the payee's payment account 

shall not be later than the value date for crediting the amount to the relevant payment account in the event of correct 

execution of the payment transaction in accordance with the terms of this Agreement.  

4.5.1.4 If the payment transaction is executed late, the Bank, as the payee's payment service provider, shall ensure, 

at the request of the payer's payment service provider acting on behalf of the payer, that the value date for crediting 

the payee's payment account is no later than the value date for crediting the amount to the relevant payment account 

in the case of correct execution of the payment transaction. 

4.5.1.5 Where a payment order is initiated by the payer and the payment transaction is not executed or is executed 

incorrectly, the Bank, as the payer's payment service provider, shall, upon request and regardless of any liability under 

this clause, immediately attempt to trace the payment transaction and notify the payer of the outcome. In this case, 

no charge shall be imposed on the payer. 

 

4.5.2 Liability of the Bank in the event of a Payment Transaction being initiated by or through the payee 

4.5.2.1 Subject to clause 4.5.5 hereof, where the payment order is initiated by or through the payee, the Bank, as 

the payee's payment service provider, is liable to the payee for the correct transmission of the payment order to the 

payer's payment service provider within the time limit agreed between the Bank and the payee, enabling its 

settlement, in respect of direct debit, on the agreed due date. If the Bank, as the payee's payment service provider, is 

liable in accordance with the provision of the previous paragraph, it shall immediately retransmit this payment order 

to the payer's payment service provider.  

4.5.2.2 If the payment order is forwarded late, the amount shall have a value date on the payee's payment account 

no later than the value date on which the amount would have been credited if the payment transaction had been 
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executed correctly. 

4.5.2.3 Subject to clause 4.5.5 herein, if the Bank is liable to the payee for the execution of a payment transaction 

in accordance with its obligations under this agreement regarding the value date and availability of funds, it shall 

ensure that the amount of the payment transaction is made available to the payee immediately after it is credited to 

its account. The funds shall have a value date in the payee's payment account no later than the value date of the funds 

being credited had the payment transaction been executed correctly. 

4.5.2.4 In the event of non-execution or incorrect execution of a payment transaction for which the Bank, as the 

payeee's service provider, is not liable under the terms of 4.5.2.1 and 4.5.2.3, the payer's payment service provider 

shall be liable to the payer and then, as the case may be, without undue delay, it shall refund to the payer the amount 

of the unexecuted or incorrectly executed payment transaction and restore the payment account debited to its 

previous state. The value date for crediting the payer's payment account shall be no later than the date on which the 

amount of the payment transaction was debited. This obligation shall not apply to the payer's payment service 

provider if the payer's payment service provider proves that the payee's payment service provider has received the 

amount of the payment transaction, even if the payment transaction has been executed with minimal delay. In this 

case, the payee's payment service provider shall assign a value date to the amount in the Payee's payment account 

no later than the value date on which the amount would have been credited if the payment transaction had been 

executed correctly. 

4.5.2.5 If the payment order is initiated by or through the payee and the payment transaction is not executed or is 

executed incorrectly, the Bank, as the payee's service provider, shall, upon request and regardless of liability under 

this clause, shall immediately attempt to trace the payment transaction and notify the payee of the outcome, without 

imposing any charge on the payee for the actions specified in this clause. 

 

4.5.3 Bank's liability for charges/interest 

The Bank, as a payment service provider, shall be liable to the customer for any charges for which it is responsible, as 

well as for any interest charged to the customer as a result of the non-execution or incorrect execution, including 

delayed execution, of the payment transaction. 

 

4.5.4 The Bank's liability in the case of payment initiation services 

4.5.4.1 Where the payment order is initiated by the customer payer through a payment initiation service provider, 

the Bank, as the Account Servicing Payment Service Provider, shall refund to the customer-payer, subject to clause 

4.5.5 (b) herein, the amounts of the unexecuted or incorrectly executed payment transaction and, where applicable, 

restore the debited payment account to its previous state. The payment initiation service provider bears the burden 

of proving that the payment order was received by the Bank, as the payment service provider servicing the payer's 

account, and that, within its area of responsibility, the authenticity of the payment transaction has been verified and 

that it has been accurately recorded and has not been affected by a technical failure or other malfunction linked to 

non-execution, incorrect or delayed execution of the transaction.  

4.5.4.2 If the payment initiation service  provider is responsible for the non-execution, incorrect or delayed 

execution of the payment transaction, it shall immediately compensate, upon request, the Bank as  the Account 

Servicing Payment Service Provider for any losses incurred or amounts paid as a result of the refund to the payer. 

 

4.5.5 Exclusion of Bank’s liability 

The Bank shall not be liable under the above provisions if at least one of the following conditions is met: 

(a) The customer has not notified the Bank in a timely manner as provided for in clause 4.4.1 hereof; 

(b) The unique means of identification provided by the customer is incorrect; 

(c) In unusual and unforeseeable circumstances which are beyond the Bank's control and whose consequences could 

not have been avoided despite efforts to do so, or in cases where the Bank is bound by other legal obligations under 

national law or Community law. 
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4.6 Refunds for payment transactions initiated by or through the payee 

4.6.1 The customer-payer is entitled to request from the Bank, as the relevant payment service provider, a refund 

of funds in respect of an authorised payment transaction initiated by or through the payee and already executed, 

provided that all of the following conditions are met:  

(a) at the time of authorisation, the exact amount of the payment transaction was not specified, and 

(b) the amount of the payment transaction exceeds the amount that the customer-payer would have reasonably 

expected, taking into account their previous spending habits, the terms of this framework agreement and the relevant 

circumstances of the case.  

4.6.2 At the request of the Bank, as the payment service provider, the customer-payer bears the burden of 

proving that the above conditions have been met. The obligation to refund under this provision applies to the entire 

amount of the payment transaction executed. The value date for crediting the customer-payer's payment account 

shall be no later than the date on which the payment account is debited with the amount of the payment transaction. 

Without prejudice to clause 4.6.4 hereof, the customer-payer shall retain, in addition to the right to direct debits 

within the meaning of Article 1 of Regulation (EU) No 260/2012 "establishing technical and business requirements for 

credit transfers and direct debits in euro and amending Regulation (EC) No 924/2009", the unconditional right to a 

refund within the time limits set out in clause 4.6.5 hereof.  

4.6.3 However, for the purposes of clause 4.6.1(b) hereof, the customer-payer shall not be entitled to invoke 

reasons related to currency conversion if the reference exchange rate agreed with the Bank has been applied.  

4.6.4 By way of exception, the payer shall not be entitled to request a refund where:  

(a) the payer has given his consent for the execution of the payment transaction directly to the Bank, as their payment 

service provider, and  

(b) where applicable, the information on the future payment transaction has been provided or made available to the 

customer-payer, in the agreed manner, at least four (4) weeks before the payment date, either by the Bank, as the 

payment service provider, or by the payee.  

4.6.5 The customer-payer may submit a request for a refund in accordance with this provision in respect of an 

authorised payment transaction initiated by or through the payee, within eight (8) weeks from the date on which the 

corresponding amounts were debited from the payment account. Within ten (10) business days from the date of 

receipt of the refund request, the Bank, as a payment service provider, shall be obliged either to (a)  refund the full 

amount of the payment transaction, or (b) justify its refusal to grant the refund request, indicating to the customer-

payer the bodies to which they may refer the matter should the customer-payer not accept the justification provided 

by the Bank. The Bank's right, as a payment service provider, to refuse a refund does not apply in the case of the last 

sentence of clause 4.6.2 hereof. 

 

4.7 Customer information before and after the execution of an individual payment transaction 

4.7.1 Before the execution of each individual transaction initiated by the customer, and at the customer's 

request, the Bank shall provide clear information on the maximum execution time, the charges payable by the 

customer and, where applicable, a breakdown of the amounts of those charges.  

4.7.2 After debiting the customer's payment account, the Bank shall provide or make available to the customer 

without delay the following information: 

(a) For payments made by the customer as a payer: 

• a reference enabling the customer to identify the Payment Transaction and, where applicable, information relating 

to the payee; 

• the amount of the payment transaction, in the currency in which the customer's Payment Account is debited or the 

currency used for the Payment Order; 

• the amount of any charges payable by the customer and, where applicable, a breakdown of those charges or the 

interest payable by the customer;  

• (where applicable) the exchange rate used for the currency conversion and the amount of the payment transaction 

after currency conversion 
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• the Value Date for the debit or the date of receipt of the payment order. 

(b) For payments received by the customer as a payee: 

• reference details enabling the customer to identify the specific Payment Transaction and the payer, as well as any 

information transmitted with the Payment Transaction; 

• the amount of the payment transaction in the currency in which the customer’s payment account is credited; 

• the amount of any charges payable by the customer and, where applicable, a breakdown of the charges or interest 

payable by the customer; 

• the exchange rate applied by the Bank and the amount of the payment transaction before currency conversion; 

• the Value Date of the payment amount to the payee's account. 

4.7.3 The information referred to in paragraph 4.7.2 shall be made available to the customer immediately and 

free of charge. The customer shall have the right to request that this information be provided or made available 

periodically, at least once a month, free of charge, in a manner agreed between the Bank and the customer, that 

allows the customer to store and reproduce the information unchanged. For the provision of information on a more 

frequent basis, and where this is feasible, the customer will be charged a fee as specified in the Bank's current Price 

List of Commissions and Charges. 

 

5. SPECIAL TERMS/EXCEPTIONS 

5.1  Where the customer is not a Consumer or a Micro Enterprise, the Bank may, upon prior written notification 

to the customer, not apply clauses 3.3.3, 4.4.3, 4.4.4, 4.4.5, 4.5, 4.6 herein, as well as Article 72 of Law 4537/2018 

concerning the burden of proof in relation to evidence documenting the authenticity and execution of a payment 

transaction. Furthermore, in respect of customers who are not Consumers or Micro-enterprises, the time limits for 

notifying unauthorised or incorrectly executed payment transactions in accordance with clause 4.4.1 hereof shall be 

eight (8) weeks instead of thirteen (13) months provided for in that clause.  

5.2  In the case of payment instruments that exclusively concern individual payment transactions not exceeding 

thirty (30) euros or that have a limit of either one hundred and fifty (150) euros or a storage limit that never exceeds 

one hundred and fifty (150) euros (and for domestic payment transactions, twice those amounts), it is agreed that the 

following shall apply:  

a) clauses 4.4.1 and 4.4.4 hereof shall not apply if the payment instrument cannot be suspended or its further use 

cannot be prevented; 

b) Article 72 of Law 4537/2018 (on the burden of proof regarding the evidence documenting the authenticity and 

execution of a payment transaction) and clause 4.4 hereof shall not apply, if the payment instrument is used 

anonymously or the Bank is unable, for other reasons inherent in the payment instrument, to prove that a payment 

transaction has been authorised; 

c) by way of derogation from paragraph 1 of Article 79 of Law 4537/2018, the Bank is not obliged to inform the 

payment service user of the refusal to execute a payment order if the reason for non-execution is obvious based on 

the circumstances of the specific case; 

d) by way of derogation from clause 3.3.3 hereof, the Customer-payer may not revoke the payment order after the 

payment order has been transmitted or after he has consented to the execution of the payment transaction to the 

payee; 

e) by way of derogation from clause 3.5 hereof, other deadlines for the execution of payment transactions shall apply. 

5.3 Clause 4.4.4 hereof also applies to electronic money, in accordance with paragraph 1 of Article 10 of Law 

4021/2011, unless the Bank, as the payer's payment service provider, is unable to block the payment account in which 

the electronic money is stored or suspend the use of the payment instrument. 

 

CHAPTER IX. CHARGES - INTEREST RATES - EXCHANGE RATES 

1. The amount of the Bank's commissions and expenses, as well as the interest rates on deposits and loans, 

are included in the Bank's Schedule of Commissions and Expenses. Customers can obtain a copy of the Bank's Schedule 

of Commissions and Expenses from the Bank's branches and the Bank's official website. 
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2. Customers requesting the provision of a service listed in the Bank's Schedule of Fees and Charges must pay 

the fees or charges specified therein, unless otherwise specifically agreed between the Bank and the customer. For 

services provided at the customer's request and for which there is no relevant provision in the Fee and Expense 

Schedule, the Bank's remuneration shall be determined by special agreement between the Bank and the customer or, 

in the absence of such an agreement, at the Bank's reasonable and fair discretion. The Bank does not charge the 

customer for fulfilling its information obligations or for the structural and preventive measures it is required to take 

in accordance with the provisions in force, except in cases permitted by law.  

3. The Bank has the discretion to determine, at its discretion, commissions and expenses for certain 

customers, due to the scope of their operations or other particularities. These special terms, if not included in the 

relevant contracts, are agreed and communicated in a separate letter to the transacting parties.  

4. For each amount credited or debited to the customer's account, the corresponding credit or debit interest 

will be calculated in accordance with the Bank's Fee and Expense Schedule.  

5. Deposit interest rates are set and adjusted freely by the Bank within the framework of the open market and 

free competition. The current rates are listed in the Bank's Schedule of Fees and Charges. The Bank reserves the right 

not to pay interest on certain types of deposits.  

6. Loan interest rates (fixed or floating) are determined by agreement between the parties. A floating interest 

rate is defined as the interest rate resulting from the sum of the reference interest rate of the contract plus a spread. 

The floating interest rate may also be set as a minimum interest rate which is adjusted in line with changes in the 

reference interest rate as specified in the relevant contract. Setting the reference interest rate at zero or a negative 

value does not affect the part of the floating interest rate consisting of the spread or the 'minimum interest rate', 

which is payable as agreed. If the reference interest rate is negative, a zero value is applied.  

7. With regard to loans, the customer is also obliged to pay the contribution referred to in Article 1 of Law 

128/1975 or any other contribution or charge imposed in the future by the competent authorities to replace the 

contribution under Law 128/1975. This obligation shall be borne by the customer even during the period of default.  

8. If the Contracting Party is in default, it shall owe default interest at a rate of 2.5% in addition to the 

applicable contractual interest rate. This interest is due, as agreed, even in the event that the interest rate index is 

zero or negative.  

9. If payment is requested in a currency other than the currency in which the customer's account is held, the 

currency will be converted based on the Bank's reference exchange rate, as applicable on the day and time the 

payment order is received. For payments received by the customer as the Beneficiary, currency conversion will be 

based on the Bank's reference exchange rate in effect on the date and time the account is credited. Information on 

reference rates is available from the Bank's branches, the Bank's e-Banking system, or upon request by the customer. 

10. For payments made by payment card in a currency other than the Euro, the provisions of clause 5.2 of 

Chapter VI of these terms and conditions shall apply. 

11. All expenses, fees, taxes, etc. arising from the customer's transactions relating to the preparation, 

execution, operation or termination and cancellation of any contract entered into with the Bank, as well as all 

expenses for securing, adjudication and collection of the Bank's claims arising from the contractual relations between 

them, even through enforcement, shall be borne by the customer and charged to any account held with the Bank, and 

shall bear interest from the date of payment by the Bank. In any case, the customer may request a breakdown of the 

expenses.  

12. The customer accepts that the Bank may withhold amounts payable to the customer or debit the customer's 

accounts with any amount corresponding to taxes or withholdings (e.g. for income tax, VAT, etc.) and pay them to the 

competent Authority in a timely manner, in accordance with the applicable legal framework. 

 

CHAPTER X. PERIODIC INFORMATION – PROOF OF VALIDITY 

1. The customer is informed by the Bank on a monthly basis of the movements in their accounts, as well as 

the amount of any applicable interest rate, taxes on interest, any commissions and expenses charged for maintaining 

and operating their accounts. In the case of inactive accounts, information is provided on a semi-annual basis. In case 
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of payment services provided by the Bank, the periodic information provided to the customer shall also include the 

following: 

a) details identifying each credit or debit to their account and information concerning the payer or payee of the 

amount respectively, 

b) the amounts of any charges for Payment Transactions executed, 

(c) in the case of currency conversion, the exchange rate used to credit or debit the account and the amount of the 

transaction prior to and following the currency conversion, and 

d) the Value Date for the debit and credit of each individual amount to the account.  

If there is no activity in their accounts, the customer shall receive relevant information on a semi-annual basis. 

2. Written periodic information is sent to the customer by post within seven (7) calendar days following the 

end of each calendar month, including a copy of the account activity during that period. In respect of joint accounts, 

the specific provisions of clause 2.2. of CHAPTER IV. DEPOSITS apply.  

3. The customer's registration in the e-Banking system implies that they will be periodically informed of their 

account activity exclusively through the relevant e-statement service of the e-Banking system, in accordance with the 

specific provisions of Article 7.4 of CHAPTER VII. TERMS OF USE OF THE E-BANKING SYSTEM (e-Banking) of these terms.  

4. In addition to the above, the customer may request a copy of their account statement within the first ten 

days of the following calendar month at any branch of the Bank.  

5. If the customer does not receive the copy of their account statement or does not receive a message 

regarding the availability of the electronic copy, or if they find that the electronic copy is not available on the e-

statement service, they are required to notify the Bank in writing in this regard, by registered letter, no later than the 

end of the month that constitutes the reference period, otherwise it will be assumed that the account statement copy 

has been received, subject to proof to the contrary. 

6.  The sending of account statements shall be automatically suspended if the relevant correspondence to the 

customer is returned undeliverable to the Bank three (3) consecutive times. The Bank is obliged to continue sending 

them if, after the suspension, the Customer informs it of their new contact details. 

7. Account statements whether in paper or electronic form, are extracted from the Bank's 

commercial/accounting books, which are kept electronically, and the customer acknowledges that they constitute 

conclusive evidence of the transactions and activity of their account, subject to proof to the contrary. An uninterrupted 

series of such statements constitutes an accurate extract from the Bank's books, reflecting the debits and credits of 

the account for the period covered. If the customer disputes the content of the account statement, whether printed 

or electronic, they must inform the Bank in writing by registered mail or by other reliable means, stating their grounds, 

within forty (40) days from the end of the period to which it relates, subject to clause 4.1.1. of CHAPTER VIII. TERMS 

AND CONDITIONS FOR THE PROVISION OF PAYMENT. If the customer does not dispute the content of the account 

statement within the above deadline, they shall be deemed to have accepted the accuracy of its content and to have 

acknowledged the individual and total amounts included therein, subject to proof to the contrary. 

8. All electronic account statements made available to the customer under clause 2 above and the electronic 

messages sent to them under clause 3 above are stored electronically in the Bank's systems and constitute conclusive 

evidence regarding the corresponding provision of information to the customer, subject to counter-evidence. 

9. If the customer requests account statements on a more frequent basis or in a manner different from that 

stipulated above, or the reissue or resending of them, or the provision of additional information, the customer shall 

be obliged to pay the Bank the relevant costs provided for in the Bank's Pricelist of Commissions and Charges. 

 

CHAPTER XI. SPECIFIC ASPECTS OF THE TRANSACTIONAL RELATIONSHIP  

1. The customer may authorise the Bank to receive payment orders via e-mail. In this case, the orders must 

be sent as scanned documents (PDF) bearing the original signature or equivalent of the customer or their authorised 

persons (if the customer is a legal entity). The customer acknowledges that there is no strong authentication 

mechanism for such transactions and accepts the associated risks, including, but not limited to, the risk of sending an 

order to the wrong recipient, the risk of data theft and impersonation, limited ability to verify the identity of the actual 
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sender, the risk of non-delivery or delayed delivery of the message, the risk of systems being attacked by malicious 

software. The customer is obliged to take reasonable security measures to protect their email account and to 

immediately inform the Bank in case of suspected breach or theft of their data in general. The Bank shall not be liable 

for any damages that may arise from incorrect and/or unauthorised transmission of orders to the Bank via email, 

unless they are due to fraud or gross negligence on the part of the Bank or unless the applicable law provides 

otherwise, but in any case its liability does not include compensation for indirect or consequential damage. When 

deemed necessary for security reasons, the Bank is entitled either to refuse in whole or in part the execution of a 

payment order given by e-mail or to request additional verification thereof (e.g. telephone confirmation, presentation 

of the original order). However, the Bank shall not be liable if it does not take such initiatives, as well as if there is 

ultimately a discrepancy between the original order and the order sent to the Bank by e-mail. The Customer may 

revoke this authorisation at any time by giving written notice to the Bank. 

2. The Bank has the right of retention in relation to any asset or document of value or, in general, any title it 

holds on behalf of the customer and (the right) to refuse to return them until the customer has fulfilled their 

obligations. Furthermore, the Bank has the right, in order to satisfy any claim it may have against the customer (even 

if not yet due in the case of a non-consumer customer), to set-off any counterclaim of the customer, even if it arises 

from a different legal relationship, without being obliged to take any other action or make any other statement for 

this purpose, subject to the restrictions of the law. If the customer's counterclaim is expressed in a different currency, 

the conversion shall be made on the basis of the exchange rate between the two currencies in force on the date of 

the set-off, as announced daily by the European Central Bank. 

3. The Bank is entitled to use, when required due to the nature of the transaction, third parties, natural or 

legal persons (such as representatives, agents, correspondents, etc.) to execute any transaction or order of the 

customer in Greece or abroad. The Bank shall not be liable for the actions of such third parties, being liable only for 

any fault in their selection or in the instructions given to them. 

4. The Bank is entitled to assign to an independent provider the execution of procedures, the provision of 

services or the performance of activities that would otherwise have been executed, provided or performed by the 

Bank itself, under the terms of the relevant legislation (outsourcing). 

5. The Bank reserves the right to assign, without the customer's consent, to third parties, in whole or in part, 

its claims against the customer, regardless of their maturity and the legal relationship from which they arise. For these 

purposes, the Bank may provide the interested assignee with all information, including any confidential information 

falling under professional or special banking secrecy, relating both to the claims to be transferred and to the customer 

himself, provided that the interested assignee has previously undertaken to the Bank to maintain the confidentiality 

and secrecy of such information. 

 

CHAPTER XII. AMENDMENT  

1. These terms are agreed as material and may only be amended in writing.  

2. Subject to clause 3 of this Chapter, the Bank may unilaterally amend these terms on proper and special 

grounds such as, indicatively changes in the legislative or regulatory framework, market and competition conditions, 

adaptation to technological developments, the risk assumed by the Bank, fluctuations in inflation and labour costs. 

The customer shall be notified of any amendments to these terms and conditions, as well as their effective date, either 

through periodic information or by any other means deemed appropriate by the Bank. If the customer does not agree 

with any proposed amendment to these terms and conditions, they are entitled to terminate these terms and 

conditions within thirty (30) days of notification of the relevant amendment. Failure to act within the above deadline 

shall imply acceptance of the amendment. 

3. The amendment of the terms of this document relating to payment services, including the relevant terms 

of deposits, cards and the e-Banking system, may take place at any time, in accordance with the relevant legislation, 

after informing the customer in the manner described in paragraph 2 above, at least two (2) months prior to the 

proposed effective date of the amendment. The customer may either accept or reject the amendments before their 

proposed effective date. The customer shall be deemed to have accepted the amendments unless they notify the 
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Bank in writing before the proposed effective date that they do not accept them. In this case, the Customer has the 

right to terminate either their transactional relationship with the Bank or the agreement to which the changes – that 

they do not accept – relate (e.g. Card Issuance Agreement, Agreement for access to and use of the e-Banking System) 

free of charge and effective from any time and up to the date on which the amendment would have been applied. 

4. By way of exception, the Bank applies changes in interest rates and exchange rates immediately and without 

prior notice, provided that these changes are based on reference interest rates and reference exchange rates. The 

customer shall be informed as soon as possible, generally for any change in the interest rate, by any appropriate 

means. However, changes in interest rates or exchange rates that are more favourable to the customer may be applied 

in any case without notice. 

 

CHAPTER XIII. COMPLAINT HANDLING  

1. The Bank offers its customers the opportunity to submit complaints regarding its products and services. 

Complaints can be submitted to the Bank in one of the following ways: 

i) By completing the online contact form on the Bank's website 

(https://www.aegeanbalticbank.com/el/epikoinonia/epikoinoniste-mazi-mas) or by sending an e-mail to: 

complaints@ab-bank.com. 

ii) By post to the following address: "Aegean Baltic Bank, 91 M. Alexandrou & 25 Martiou Streets, 15124 Marousi, 

Athens, Attn: Complaints Management Department" Tel: +30 216 500 1030 

iii) By completing and submitting the available complaint form at a Bank branch 

iv) By contacting the Complaints Management Department on +30 216 500 1030 or the Relationship Manager. 

2. In all of the above cases, the customer must include their identification details in the relevant letter or will 

be asked to provide them (as applicable). More information on how to submit complaints is available on the Bank's 

website (https://www.aegeanbalticbank.com/el/epikoinonia/epikoinoniste-mazi-mas). 

3. The Bank makes every effort to respond to customer complaints, in writing or by other Fixed Medium, 

within a reasonable time and in any case within forty-five (45) days after receipt.  

4. Notwithstanding the provisions of clause 3 of this Chapter, in the event that the complaint concerns 

violations of Law 4537/2018 on payment services, the Bank shall respond within fifteen (15) business days after 

receiving the complaint (or within the deadlines set by the applicable legislative and regulatory framework). 

Exceptionally, if the response cannot be provided within fifteen (15) days (or within the deadlines set by the applicable 

legislative and regulatory framework) for reasons not attributable to the Bank, the Bank shall inform the customer 

accordingly by sending a provisional response, stating the reasons for the delay in responding to the complaint and 

specifying the deadline by which the Customer will receive the final response, which, in any case, shall not exceed 

thirty-five (35) working days from the receipt of the complaint (or the maximum time limit set by the applicable 

legislative and regulatory framework). 

 

CHAPTER XIV. TERMINATION OF THE TRANSACTIONAL RELATIONSHIP 

1. Without prejudice to special provisions in the Chapters of these terms or in agreements concluded between 

the customer and the Bank, the customer may terminate these terms and their transactional relationship with the 

Bank in general at any time, free of charge, by providing one (1) month written notice, subject to the settlement of 

any debts owed to the Bank arising from or related to their transactional relationship with the Bank.  

2. The Bank may terminate these terms at any time with at least a two (2) month written notice, save for 

material cause, in which case the termination shall take effect immediately. Good cause for termination of the 

transactional relationship by the Bank without notice includes, but is not limited to, the following: violation by the 

customer of the applicable legislative or regulatory framework or of their contractual obligations; providing false or 

inaccurate statements, refusing to provide the required information and documents, or exhibiting fraudulent, 

threatening or generally inappropriate behaviour.  

https://www.aegeanbalticbank.com/el/epikoinonia/epikoinoniste-mazi-mas
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CHAPTER XV. RECORDING OF TELEPHONE CONVERSATIONS  

The Bank may record telephone conversations with its customers whenever deemed necessary in the context of the 

performance of an agreement with them and/or for the protection of its own and its customers' legal interests. In this 

case, the Bank will inform its customers before recording begins. The continuation of the conversation by the customer 

or, in the case of a legal entity, by its authorised representative, will imply acceptance of the recording. In any case, 

the customer retains the right to object to such recording. The recording of telephone communications is always 

carried out in accordance with the applicable legislation and the relevant recommendations of the Personal Data 

Protection Authority. 

 

CHAPTER XVI. APPLICABLE LAW - DISPUTE RESOLUTION  

1. Any transactional relationship between the Bank and the customer is governed by Greek law. 

2. For the out-of-court settlement of disputes arising from or related to these terms and conditions, the 

customer-consumer may refer to the competent Out-of-Court Dispute Resolution bodies registered in the Register of 

Alternative Dispute Resolution Bodies  under number 70330/2015 Joint Ministerial Decision, available on the website 

of the Ministry of Development (https://www.mindev.gov.gr/). Such bodies include, indicatively, the Independent 

Authority "Consumer Ombudsman" and the Hellenic Financial Mediator - Civil Non-Profit Company for Alternative 

Dispute Resolution. 

3. Without prejudice to overriding provisions of law, the courts of Athens shall have concurrent jurisdiction 

with the other courts competent in each case to resolve any dispute arising from or related to these terms and 

conditions. The courts of Athens shall have concurrent jurisdiction and competence even if the customer has their 

residence/registered office or habitual abode abroad. 

 

CHAPTER XVII. FINAL PROVISIONS 

1. Any partial or total invalidity of any provision hereof shall not affect the validity of the remaining provisions.  

2. These GTC are also available in English, upon request by the customer. In any case, the Greek version shall 

prevail.  

3. The Bank may supplement these GTC from time to time with annexes referring to specific banking 

operations and transactions. Such annexes form an integral part of these terms and conditions.  
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ANNEX I 

VISA SECURE debit cardholder certification service 
Terms of Use 

 
1. Description of the Service 
The VISA SECURE debit cardholder certification service, which is used to achieve strong customer or cardholder 
authentication, within the meaning of Law 4537/2018 transposing Directive 2015/2366/EU of the European 
Parliament and of the Council of 25 November 2015 on payment services in the internal market and the Framework 
Agreement on the Provision of Payment Services, offers the customer or Cardholder an additional level of security for 
their online transactions, minimising the possibility of unauthorised use of their Card. The service can only be used for 
Card transactions at businesses that are certified to the VISA SECURE service (formerly Verified by Visa - hereinafter 
"certified business" or "certified businesses"). 
2. Certification 
2.1. Each time the customer or Cardholder makes an online purchase using the Card at a certified merchant, and 
provided that this merchant is not included in the exceptions for strong customer authentication, after entering the 
number, expiry date and CVC2/CVV2 of the Card (three-digit number on the back of the card), a screen appears 
showing details of the specific purchase, as well as the mobile phone number to which the customer or Cardholder 
will receive the "One-Time Password" required to complete the transaction. After receiving the "One-Time Password" 
on the mobile phone number they have provided and which is registered in the Bank's records as the contact number 
on their card application, the customer or Cardholder must enter it in the relevant field. The customer or Cardholder 
will then enter the "Personal Password" they have created for their online transactions in the "Personal Password" 
field and must click "Register" to complete the transaction. 
2.2. If the mobile phone number is incorrect or if the customer or Cardholder is unable to receive the SMS for technical 
reasons, or has entered an incorrect password, they must either request that the SMS be resent or click "Back" to 
return to the previous screen, or return to the company's website to select another payment method, if available. 
2.3. Each "One-Time Password" sent to the customer, or the Cardholder is unique to the specific transaction being 
carried out and cannot be used to carry out a subsequent transaction. 
2.4. After the maximum allowed number of 3 (three) attempts to enter a valid "One-Time Password" or "Personal 
Password" on the website of the same or another certified business, the Card cannot be used for online purchases at 
certified stores and the customer or Cardholder must contact the Bank's Customer Service Department on +30 210- 
6244955. 
2.5. In the event of a change in mobile phone number, the customer or Cardholder must notify the Bank of the new 
details by any means, providing the relevant supporting document. 
3. Security 
3.1. The customer or the Cardholder is solely responsible for the secure use of the service. They should not record or 
store any password, either covertly or encrypted, on any medium, nor disclose it to any other person. 
3.2. If the customer or the Cardholder suspects or knows that someone else may be using or has used their mobile 
phone or has access to or knows any password, they must contact the Bank immediately on +30 210-6244955. 
3.3. If the customer or the Cardholder discovers that unauthorised transactions have been carried out using this 
service, they must immediately notify the Bank on the telephone number referred to in clause 3.2 above. 
3.4. Failure to take any of the actions described in the previous paragraphs constitutes gross negligence on the part 
of the customer or Cardholder, in which case they shall remain fully liable for any unauthorised transactions and any 
resulting damage, and shall be obliged to pay for all transactions carried out without any restriction. 
4. Use of Information 
4.1. For the purposes of executing this agreement, the Bank, as Data Controller, collects, stores and processes the 
Cardholder’s personal data in accordance with the applicable European and national legislative and regulatory 
framework. The collection, storage and general processing of the Cardholder's personal data are governed by the 
provisions of the Privacy Statement – Information on the Processing of Personal Data, which is available at the 
Network's Branches and on the website www.aegeanbalticbank.com. 
4.2. The Bank undertakes not to disclose the Cardholder's personal data to the companies with which the user of the 
service conducts transactions. 
5. Amendments 
The terms of the new service may be revised by the Bank for the purpose of improving or upgrading the service, 
whenever necessary, and shall notify such amendments two (2) months prior to their proposed effective date. 
6. Suspension/Termination of use of the service 
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6.1. The Bank is entitled to suspend or terminate the use of the service for security reasons or for other material cause 
(such as, indicatively, in the event of damage or malfunction, termination of the Bank's cooperation with the service 
providers, etc.), informing the Cardholder via its website in good time prior to the suspension/termination, unless 
there are exceptional circumstances that require the immediate suspension/termination of use of the service, in which 
case the Bank will inform the Cardholder immediately afterwards. 
6.2. If the Cardholder’s Card ceases for any reason to provide the ability to carry out transactions (e.g. due to loss, 
theft, termination of the contract, etc.), the specific Card is deleted from the service. 
7. Liability 
7.1. The Bank shall not be liable in any way for the quality of the goods or services that the Cardholder purchases or 
is provided with by the businesses with which they transact. 
7.2 Furthermore, the Bank shall in no event be liable for any direct or indirect damages or losses, such as, indicatively, 
damage to or destruction of the computer or telephone service, or for any viruses that may infect the Cardholder’s 
equipment or other assets due to their access to the websites of the businesses. 
 
 
 


